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1. Executive Summary 1 

iSYS, LLC has prepared a comprehensive response to all aspects of the solicitation requirements.  2 
This volume includes our technical response to address all requirements for the solicitation.  The 3 
following paragraphs provide a summary of our overall approach, our capabilities, our past 4 
performance, and our understanding of the technical requirements. 5 

1.1 iSYS, LLC 6 
iSYS, LLC is a small disadvantaged business and is a certified participant in the U.S. Small 7 
Business Administration’s 8(a) program.  iSYS, LLC specializes in Telecommunications 8 
Expense Management (TEM), information technology services, software development, systems 9 
integration, help desk operations, and on-site contractor support.  In addition to these 10 
capabilities, iSYS LLC has an in-depth understanding of government contracting based on 11 
personnel experiences from both the contractor and government perspectives.   12 

1.2 Lifecycle Approach 13 

iSYS, LLC employs a carrier independent, cradle-to-grave lifecycle management solution for all 14 
of our customers and will do the same to meet the FSSI wireless TEM Services needs.  iSYS’s 15 
approach reduces administrative time & expense for personnel by managing the day to day 16 
activities of ordering new equipment, replacement equipment, processing suspensions and 17 
providing visibility into the monthly usage trends of all active lines.  Our approach reduces the 18 
risk to the government by eliminating any type of overage charges based on estimations about 19 
actual phone usage yet allows for surge capability (per individual or across the organization) 20 
when needed.  Additionally, no new equipment is required to be purchased or upgraded by the 21 
government.  iSYS will provide management services including: 22 

A) Single point of contact and coordination for all wireless carriers 23 
B) Wireless program and project management services 24 
C) Simplified wireless network infrastructure procurement and deployment worldwide 25 
D) Wireless network trend analysis and optimization 26 
E) Wireless program maintenance and upgrade services,  27 
F) Device insurance and technical refresh are available. 28 
G) Policy recommendations and enforcement through documented processes and analysis 29 

based on industry best practices 30 
H) Customer service, Help Desk, and technical support services 31 

1.3 Intelligent Telecommunications Management System 32 
Key to our approach is our Intelligent Telecommunications Management System (ITMS).  ITMS 33 
is a Web based portal which allows for online ordering, updating of databases, and the ability to 34 
view reports.  This cutting edge, flexible web enabled system is user-friendly and allows iSYS to 35 
capture a comprehensive set of data allowing us to manage and report on all aspects of wireless 36 
communications management.  The modular system design allows for easy tailoring to agency 37 
requirements and business rules.  iSYS will use this system to manage: order processing, 38 
equipment provisioning, usage trend tracking, asset management, reporting, invoice auditing & 39 
processing, and providing help desk support. 40 
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1.4 Past Performance 1 
iSYS has extensive experience delivering on the same requirements as those identified in the 2 
RFP to other Federal Agencies.  iSYS is currently performing on several high profile wireless 3 
cellular communications services and equipment support projects with almost the exact same 4 
requirements for the Department of Homeland Security (DHS), the Transportation Security 5 
Administration (TSA) and the Centers for Disease Control and Prevention (CDC), and 6 
Washington Headquarters Services (WHS).  In all cases, iSYS is providing full lifecycle 7 
management for our customers’ wireless communication needs.  Having worked with DHS, 8 
TSA, CDC, and WHS over several years, iSYS is uniquely aware of the functional, technical, 9 
and security requirements when working with Federal Agencies.  Please refer to the Past 10 
Performance Volume (Volume II - Past Performance) of this document for a detailed description 11 
of our capabilities.  Additionally, our teaming partner Tangoe, Inc. has a deep competency in the 12 
Wireless TEM arena as described in detail in Past Performance Volume. 13 

1.5 Financial Stability 14 

In addition to our technical capabilities and our past performance, iSYS has the corporate and 15 
financial stability to be a value-added partner to the United States Government.  iSYS currently 16 
maintains zero debt, has approximately $3M dollars in retained earnings, and a credit line of 17 
$2M dollars which totals $5 M in operating capital.  Additionally, iSYS’s strong financial 18 
standing and excellent relationship with our banking institution, allows us to easily increase our 19 
credit line commensurate with the requirement for government receivables.  Also, our teaming 20 
partner Tangoe, Inc provides additional financial and technical capacity. 21 

1.6 Conclusion 22 
Given iSYS’s technical and financial capabilities, our understanding of the requirements, and our 23 
past performance, we feel we are uniquely qualified to provide the wireless products and services 24 
specified in the RFP.  iSYS also has the relationship with the wireless carriers to provide the best 25 
solution for the Government that is carrier independent.  We feel we can “hit the ground 26 
running” ensuring zero down time during transition as proven on multiple occasions with our 27 
current projects.  We stand ready and able to deliver the wireless solutions that are required. 28 

2. Vision 29 

This document answers the Wireless Telecommunications Expense Management (TEM) 30 
Services Indefinite Delivery/Indefinite Quantity (ID/IQ) Request for Proposal (RFP).  The iSYS 31 
Team is able to fulfill the vision of GSA and to satisfy all of the requirements of the RFP to a 32 
multitude of Federal agencies and reduce their cost of using and managing wireless services 33 
while providing increased visibility and control into asset management, wireless service usage, 34 
and total lifecycle cost.   35 

3. Scope 36 

This response to the FSSI Wireless TEM RPF provides a full range of out sourced wireless TEM 37 
services for Federal Agencies to manage their wireless services and devices as well as reduce the 38 
overall costs.  The services offered in this proposal are carrier independent and not offered 39 
through the Networx GWAC but rather compliment the Networx services and agency Blanket 40 
Purchasing Agreements (BPA).  Additionally, wireless services for regional and local carriers 41 
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not provided through Networx are offered, thus providing a comprehensive wireless solution and 1 
TEM services for the Federal Government.  2 

4. Period of Performance 3 

The period of performance for this ID/IQ is estimated to be sixty (60) months as follows:   4 

• A base period of twenty-four (24) months  5 

• And three (3) twelve (12) month options. 6 

5. Place of Performance 7 

For a majority of the work, the place of performance will be at iSYS locations but depending on 8 
the task order and agency requirements, some work may be required to be performed at agency 9 
locations within the United States.  iSYS maintains a presence throughout the Washington, DC 10 
metro area as well in Columbus, OH.  iSYS is prepared to travel and/or setup support locations 11 
as required by the resulting contract and task orders. 12 

6. Technical Capability - Services & Technological Approach 13 

The technological approach and services offered within this proposal satisfy all the requirements 14 
found in the RFP and will be addressed in the same five areas specified in the RFP.  The five 15 
categories of services are: 16 

1. Program / Project Management Services 17 

2. Project Startup Services 18 

3. Wireless TEM Services  19 

4. Wireless TEM Transition Services, and 20 

5. Resale Services for Non-Networx Wireless Service and Devices 21 

Additionally, we have also included a bundled managed service option that will simplify the 22 
planning, acquiring, and managing of TEM services.  This bundled option includes all services 23 
(core and optional) identified in this Volume I, Technical Proposal within a single Contract Line 24 
Item Number (CLIN).  By bundling the services, it allows for an additional discount from the 25 
sum of the individual core and optional service CLINs.  Sample task 1 has been priced as 26 
requested in the RFP and also based on the bundled CLIN.  The bundled managed services CLIN 27 
shows a 14% cost saving for the Agencies (see Volume IV – Cost Proposal, attachment 4 – 28 
Optional Sample Task 1 Quote Based on MSF).  In sample task 2 the bundled CLIN is not 29 
advantageous based on the sample task 2 assumptions provided in the RFP.   30 

Therefore, each agency will have the option to evaluate alternative courses of action and can 31 
choose either the individual services they may require or simply select all of the services found 32 
within this proposal at a single reduced price per service line.              33 

6.1 Program / Project Management Services 34 

The iSYS Team takes a structured approach to all contract operations and understands the 35 
importance of program/project management to any program/project.  As such we understand the 36 
extreme importance of proper planning and follow-through and therefore, iSYS has assigned a 37 
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seasoned professional in Mr. Doug Meyer as the program manager for this contract.  Mr. Meyer 1 
has extensive experience in project management and has a solid understanding of wireless 2 
cellular voice and data services and products.  Additionally, it is standard procedure at iSYS that 3 
the Program Manager meets regularly with the executive staff to include the President and 4 
Comptroller to review program status and identify any risk areas to address.  5 

Experienced Program Managers know there is no single way to manage a project.  As such, a 6 
tailored and detailed Program Management Plan will be developed and maintained throughout 7 
the duration of the project as we seek continuous improvement and apply lessons learned. 8 

6.1.1 FSSI and GSA-Level Program Management 9 

6.1.1.1  The Program Manager will be responsible for managing the overall FSSI and GSA-10 
level activities.  The Program Manager will manage the services, activities, and resources across 11 
multiple task orders.  Additionally, the program manager will provide contract-wide 12 
management and performance reporting inherent and integral to this contract.  The Program 13 
Manager will exercise control using a hierarchical organizational structure with the Project 14 
Managers for each task order reporting directly to the Program Manager.  This will allow the 15 
Program Manager the necessary visibility into each task order to properly manage, track and 16 
coordinate the activities of the iSYS team to ensure successful and on-time delivery of all task 17 
orders services and deliverables. 18 

6.1.1.2 At the outset of the contract, the iSYS Team will coordinate a project kick-off meeting 19 
to meet with the Procuring Contracting Officer (PCO), Administrative Contracting Officer 20 
(ACO), Contracting Officer’s Technical Representative (COTR), and all GSA Designated 21 
Representatives (GDR) to jointly review program management tasks, work assignment, roles and 22 
responsibilities, transition schedule and identify other activities.   This kick-off meeting will 23 
facilitate a common understanding of the project requirements, tasks, reporting requirements and 24 
schedule. 25 

6.1.1.3  A Program Management Plan (PMP) outlining the iSYS Team’s approach to 26 
performing program and cross-project coordination will be developed.  The PMP will clearly 27 
define the requirements of FSSI and GSA-level program.  Each task order or Project will be 28 
assigned a dedicated Project Manager.  A standard template for task order/project 29 
implementation and operation will be developed.  All cross project reporting and coordination 30 
tasks will be identified in a Project plan template.  The template will be the starting point for task 31 
order project plans and unique task order requirements will be added as required.  The Project 32 
plans will contain timelines and milestones as needed.  Progress from the individual Project plan 33 
tasks will be monitored and tracked.  The outputs from the completed project tasks will be 34 
collected and used as an input to the overall Program Management Plan.  The data will be 35 
combined and analyzed by the Program Manager.  Generally, the Program Manager will review 36 
the data and any findings with the iSYS executive team to provide any additional insight or 37 
analysis.  We have found this additional review helps with creating a multi-perspective view and 38 
allows for a better proactive approach to identify possible risk areas prior to them becoming 39 
issues.    40 

6.1.1.4 The Program Management Plan will be completed no later than fifteen (15) days after 41 
contract award and updates will be delivered to GSA as required. 42 
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6.1.1.5 The Program Manager will coordinate quarterly management meetings to present 1 
Program level TEM performance measures and address TEM service contract issues.  The iSYS 2 
PM is capable of providing all the data elements in requested in attachment 4 for the quarterly 3 
report.  Unless other negotiated, iSYS will use the format and content as specified in attachment 4 
4 of the RFP during the quarterly status meetings.  5 

6.1.1.6 The TEM Program Performance Status Reports (PSR) will be presented quarterly 6 
during the TEM management meetings. The report will provide totals across the task orders as 7 
well as detail broken out by month, agency, service type, and service carrier.  The report format 8 
will follow the sample provided in attachment 4 of the Performance Work Statement.  The data 9 
presented will include:   10 

• Number of wireless service lines managed under the ID/IQ 11 
• Wireless Spend managed under this contract 12 
• Number of minutes and kilobytes (KB) used (in relation to flat rate usage) 13 
• Savings generated or attributable to TEM services 14 

6.1.2 Agency and Task Order-level Project Management 15 

6.1.2.1 iSYS will assign a dedicated Project Manager that will manage, track, and coordinate 16 
the activities of all iSYS team resources to successfully deliver on the requirements of the task 17 
order.  The Project Manager will report status regularly to the Program Manager.  The Project 18 
Manager will have direct management control of implementation and operations personnel to 19 
accomplish the individual tasks of the Project Plan.  20 

6.1.2.2 At the initiation of a new project or task order, the Project Manager will coordinate with 21 
the GSA COTR, and if available the agency COTR.  The meeting will allow for a joint review of 22 
the project management tasks, work assignments, roles and responsibilities as well as the project 23 
plan timelines and milestones. 24 

6.1.2.3 The iSYS Team will develop a Project Management Plan (PMP) that clearly defines the 25 
requirements of the task order and deliver it to the Agency 15 days after task order award.  The 26 
developed PMP will include the following: 27 

• Program and cross project requirements 28 
• Timelines and Milestones 29 
• Risks and Risk mitigation strategies 30 
• Implementation (Initial Transition) Plan 31 
• Operations Processes required to meet agency requirements include 32 

 Carrier Interaction and Service Agreements 33 
 Ordering and Provisioning 34 
 Billing Management and Optimization 35 
 Equipment Management 36 
 Customer Care 37 
 Reporting – Deliverables 38 

• Risk Management Plan 39 
 Risk Identification - Risk Register 40 
 Contingency Plans 41 
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• Quality Assurance Plan 1 
• Continuous Improvement Plan 2 

 Project Change Control Process 3 
 Process Improvement Plan 4 
 Lessons Learned Documentation and Training Process 5 

• Communication Management Plan 6 
• Staffing Management Plan 7 
• Close-out plan 8 

6.1.2.3.1 The iSYS Team PMP will include Implementation and Post- Implementation activities 9 
that will clearly identify the steps required to ensure that no loss in service is experience by the 10 
end users.  Also, the iSYS team will develop a detailed work break down structure (WBS) and 11 
schedule that clearly identifies each task to be performed as well as when and what resource will 12 
be used to perform the task. 13 

6.1.2.3.2 The iSYS Team will develop the PMP using industry best practices as prescribed by 14 
The Project Management Institute (PMI).  Additionally, the iSYS Team will maintain and update 15 
the PMP as required throughout the performance of the task order.  The detailed PMP will also 16 
include a comprehensive Risk and Risk Mitigation Plan.  Additionally, Performance Metrics will 17 
be updated on a regular basis to ensure that performance on the contract can be measured and the 18 
accuracy of the metrics is maintained. 19 

6.1.2.4 The Project Manager will coordinate weekly management meetings with the agency’s 20 
COTR through the project initiation, implementation and transition phases of the project to 21 
address TEM service related issues and report on project status and key TEM performance 22 
measures. 23 

6.1.2.5 Through the Program Manager, the Project Manager will report quarterly to GSA on 24 
project status and progress on key project level management goals and performance measures.  25 
The reporting tasks will appear in the PMP for tracking and management purposes. 26 

6.2 Project Startup Services 27 

6.2.1 Within thirty (30) days of each task order award, the project manager will provide a 28 
project implementation plan to the task order COTR.  The PMP will identify all the specific steps 29 
in task order required to establish the required TEM service(s).  The PMP will identify the 30 
ordering Agency tasks and deliverables as well as the iSYS teams’ tasks and deliverables.  The 31 
PMP will provide a schedule and timeline for the complete implementation of the task order, 32 
through the actual cutover date to the iSYS team and any necessary follow-on actions to close 33 
out the Startup Services task order.   The cutover date is the date that the iSYS team will assume 34 
day-to-day responsibility for the TEM services under the task order.   35 

6.2.2 The assigned Project Manager will work closely with the agency COTR and maintain 36 
daily contact to identify/resolve issue and facilitate timely communications and information 37 
flow.  The PMP will clearly identify all relevant infrastructure, wireless service, and asset data 38 
required to be uploaded into iSYS’ Intelligent Telecommunications Management System (ITMS) 39 



FSSI – Wireless TEM Service 
7TF-06-0018 Vol. I: Technical  iSYS, LLC 

iSYS PROPRIETARY 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this proposal or quotation. 

1/31/2006 
I-6-7 

(see paragraph 10 for ITMS details)).  The requested information will be utilized to configure the 1 
ITMS and provide an initial optimization analysis. 2 

6.2.3 In accordance with the task order requirements, iSYS will provide an initial contract 3 
optimization assessment and rate plan analysis. This initial analysis will identify any immediate 4 
changes that can occur during project startup or immediately following to provide quick-hit 5 
savings.  Based on the information provide by the agency (identified in the PMP), the Project 6 
Manager will have a review performed by our auditing organization to identify quick hit 7 
recommendations.  These recommendations will be reported back to the agency COTR in a 8 
timely manner and if approved by the COTR, the PMP will be updated with the steps to 9 
implement the quick hit recommendations.  10 

6.2.4 The Project Manager will monitor the execution of the PMP and take the necessary 11 
actions to complete the startup tasks defined in the PMP and meet the agreed cutover date 12 
documented in the task order.  On a regular basis, the Project Manager will provide the project 13 
status to the Program Manager who will perform oversight of all the task orders.  The project 14 
status meetings will focus on cost, schedule and performance against the agreed PMP timelines.   15 

6.2.5 ITMS has the capability to interface with agency’s financial, inventory, or contracting 16 
systems.  The PMP will clearly identify all tasks necessary to successfully test and demonstrate 17 
electronic data transfers with the agency’s systems.  The Project Manager will coordinate with 18 
the agency COTR, the execution of the successful test and demonstration of any data exchange 19 
capability with the agency’s systems.   20 

6.3 Wireless TEM Services 21 

6.3.1  Core Wireless TEM Services 22 

The following five services make up the iSYS teams core set of TEM services and can be 23 
ordered as a single CLIN: 24 

• Wireless Service Contract/Agreement Administration Services 25 
• Inventory Management Services 26 
• Invoice Management and Audit Services 27 
• Rate Plan Optimization Services 28 
• Management Reporting Services 29 

When a task order requests this CLIN, no startup or implementation fee will be required.  30 
Billing will begin when the database is populated with the cellular numbers and available for 31 
access. 32 

6.3.1.1 Wireless Service Contract/Agreement Administration Services 33 

6.3.1.1.1 Under this service, the iSYS team will maintain accurate and current copies of the 34 
existing wireless service contracts and agreements as well as other records that specify the carrier 35 
pricing, terms and conditions of the wireless services being received by the agency.   36 

6.3.1.1.2 All critical events associated with the wireless contracts and agreements will be 37 
monitored and a notification will be sent to the agency COTR in a timely manner or at least 38 
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quarterly to allow for the appropriate actions to be taken.  Additionally, recommended course of 1 
action will be provided with the notifications.  Some examples of events to be monitored include 2 
but are not limited to:  expiration dates, annual review dates, thresholds for discounts, 3 
notification deadlines and scheduled carrier service outages.  These critical events will be tracked 4 
in ITMS with automated notifications. 5 

6.3.1.1.3 Other measurable indicators will be monitored as agreed to by the agency and wireless 6 
carriers.  These include indicators such as spending levels and line counts.  The iSYS Team 7 
auditors will provide recommendations as needed to ensure the agency’s attainment of any 8 
agreed upon commitment levels or spending obligations.  These indicators will be tracked in 9 
ITMS. 10 

6.3.1.1.4 Utilizing the iSYS Team’s past experience and leveraging our existing carrier 11 
relationships, iSYS will meet regularly with agency personnel to develop strategies and provide 12 
guidance in dealing with wireless carrier contract issues.  Strategies for achieving optimal pricing 13 
and service terms as well as maximizing negotiation strength in relation to the wireless carriers 14 
will be provided.  As a carrier independent TEM provider, our strategies and guidance will be 15 
unbiased and straight forward.  16 

6.3.1.1.5 The wireless industry is constantly changing.  Capabilities and service offerings are 17 
continually being added, removed or modified.  Through our relationships with the carriers and 18 
visibility into the wireless industry, we can provide excellent advice on how these changes will 19 
impact the agency and devise strategies to how best take advantage of these changes to terminate 20 
old and incorporate new service offering and leverage wireless carrier capabilities.      21 

6.3.1.2 Inventory Management Services 22 

6.3.1.2.1 The ITMS provides for complete lifecycle asset management services.  All wireless 23 
assets accountability will be tracked from initial order through disposal or final disposition of the 24 
service line and device.  The iSYS team will perform the activities to build and maintain an 25 
accurate master inventory database.  This includes existing devices and services as well as new 26 
devices and services added throughout the contract no matter what the source.  If asset 27 
information is available through a barcode, we are able to utilize the barcode to capture the data 28 
ensure its accuracy. 29 

6.3.1.2.2 The ITMS asset database is very flexible and will be configured to an agency’s 30 
asset/property management policies and procedures.  Therefore, ITMS can serve in lieu of the 31 
agency’s system or provide manual or automated data exchanges with the agency’s asset 32 
management system if so desired.  Several file formats (CSV, MS Excel, etc.) and exchange 33 
methods (e-mail, SFTP, etc.) currently exist and new ones can be added based on agency 34 
requirements. 35 

6.3.1.2.3 Through the iSYS Order Fulfillment Center, agency asset tags can be applied and the 36 
tag information captured and input into ITMS.  If the asset labels have barcodes, we can scan the 37 
information and reduce data entry errors.  This information can be provided back to the agency 38 
as discussed above in paragraph 6.3.1.2.2.  This is currently being done at both Transportation 39 
Security Administration (TSA) and Department of Homeland Security (DHS) 40 
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6.3.1.2.4 As with our existing customers, moves, adds, changes, and deletions (MACDs) of 1 
services and devices can all be captured in ITMS which will automatically update the asset 2 
management database.  A specific process to input the data into ITMS will be developed to meet 3 
each agency’s requirements. 4 

6.3.1.2.5 ITMS has a very robust asset management reporting capability that can be made 5 
available to the agency or through requests to the Help Desk.  Reporting schedules and specific 6 
report details can be established to meet each agency’s requirements.  ITMS is capable of 7 
providing summary as well as detailed information at both the agency and various sub-8 
organization levels.  The Government will have the ability to view monthly standard reports as 9 
well as create ad hoc reports on-line.  Reports may be viewed at an organizational level or 10 
broken out into departmental reports depending on the preference of the agency at that time.  11 

6.3.1.2.6 As required by the agency, iSYS will provide ITMS inventory reports and listing to 12 
support periodic government audits and will cooperate with agency audit officials. 13 

6.3.1.3 Invoice Management and Audit Services 14 

6.3.1.3.1  The iSYS team will work with the agency to arrange for carrier bills to be provided to 15 
the iSYS audit team.  The audit team will collect, organize, process, and validate paper and 16 
electronic invoices from multiple carriers.  iSYS will work with the agency and carriers to 17 
streamline this process by converting to electronic billing as much as possible.  The invoices 18 
from the carriers will undergo a rigorous examination to confirm proper ordering and service 19 
pricing.  The process will be automated to a large extent by loading agency contract and 20 
agreement information into ITMS.  Invoices received electronically (either on-line or via CD or 21 
other electronic transmission) can typically be uploaded into ITMS within 1 business day.  Paper 22 
invoices will typically be processed within 3 business days depending on the number of lines on 23 
the monthly bill. 24 

Invoices are subjected to a series of validations that include: 25 

• Audit invoice to database 26 
o This will insure the government agency is only paying for valid government 27 

agency lines of service 28 
o Acts as validation of unauthorized orders or orders placed outside of the approved 29 

processes 30 
• Audit invoice to contract terms and prices 31 

o This will insure the contracted rates and discounts are applied. 32 
o Insures that special terms such as early termination fees are not applied or are 33 

appropriately credited back to the account. 34 
• Audit invoice to optimization 35 

o Verification that all requested rate plan changes have been implemented by the 36 
carrier on the next billing cycle. 37 

6.3.1.3.2 The iSYS audit team will conduct a thorough examination of the carrier invoice to 38 
identify any type of errors.  This will include: 39 

1. Validation of service ownership and existence 40 
2. Verification of rates, charges, and discounts based on contracts and agreements 41 



FSSI – Wireless TEM Service 
7TF-06-0018 Vol. I: Technical  iSYS, LLC 

iSYS PROPRIETARY 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this proposal or quotation. 

1/31/2006 
I-6-10 

3. Validation of telephone numbers and accounts 1 
4. Notification of missing carrier invoices 2 
5. Acquisition of lost or missing invoices 3 
6. Analysis of invoices for any type of abuse, misuse or fraud 4 

Based on the analysis, reports will be generated on a monthly basis notifying the agency of our 5 
findings. 6 

6.3.1.3.3 ITMS has the ability to allocate cost information from carrier invoices across the 7 
agency’s organizational or financial structure as built in the ITMS during the implementation.  8 
Modifications to the defined organizational structure are also possible after implementation.  9 
This capability used at our existing Center for Disease Control and Prevention (CDC) and DHS 10 
allows for a more granular approach to analyze and allocate costs within an agency. 11 

6.3.1.3.4 On a monthly basis and as coordinated with the agencies, reports identifying any 12 
billing or invoicing errors will be generated for the agency.  All information required to dispute 13 
the error with the carriers will be provided.  As established in the task order, iSYS can handle the 14 
dispute process and paperwork and follow through with the carriers to resolve any issues. 15 

6.3.1.3.5 Within ITMS, invoice data, procurement data, and asset management data will be 16 
integrated to provide summary and detail level reports.  Various standard reports as well as 17 
agency specific reports will be generated to facilitate TEM provider and agency 18 
telecommunications manager analysis.  Additional ad hoc reports capability will also be 19 
available to agency personnel.  20 

6.3.1.3.6  Monthly standardized management reports such as “top usage”, “top spend”, “zero 21 
usage”, “new services”, “missing services” will be provided by ITMS.  Summary and 22 
organizational/financial account-level and ad hoc report capability can be accessed through 23 
ITMS.  Spending and asset information can be accessed either by agency personnel or the iSYS 24 
team. 25 

6.3.1.3.7 Once the data invoice, asset and ordering data is merged in ITMS, electronic or 26 
formatted data feeds can be provided to the agency to feed financial or bill paying systems.  If 27 
the task order calls for Bill Payment services, the data will feed the iSYS internal payment 28 
process. 29 

6.3.1.3.8 The iSYS team will regularly review invoices and make recommendations as to 30 
improvements or potential savings by consolidating invoices within a single carrier. 31 

6.3.1.3.9 Help desk support will be provided from 8:00AM to 8:00 PM Eastern time Monday 32 
through Friday and can be extended if so desired.  The help desk will answer questions related to 33 
invoicing and billing from agency personnel and telecommunications managers. 34 

6.3.1.4 Rate Plan Optimization Services 35 

6.3.1.4.1  As stated in the task order but at least quarterly, a rate plan optimization will be 36 
provided.  Using the asset management data and past invoice data which is all maintained in 37 
ITMS, an analysis of the existing rate plans, carriers, and contract agreements will be performed 38 



FSSI – Wireless TEM Service 
7TF-06-0018 Vol. I: Technical  iSYS, LLC 

iSYS PROPRIETARY 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this proposal or quotation. 

1/31/2006 
I-6-11 

to identify any opportunities to reduce overall life cycle costs while maintaining or improving 1 
service to the agency.  Our Optimization Service has proven results – reducing existing federal 2 
customer’s expenses by 25% to 75% annually.   3 

The iSYS Team will identify the most cost effective plans.  Items and services to be reviewed for 4 
the optimization analysis include the following: 5 

• Data Plans 6 
• Feature Plans (ex. Text messaging) 7 
• Push-to-Talk 8 
• International Dialing 9 
• International Roaming 10 
• International Data 11 
• “Bolt-on” Plans 12 

o Mobile-to-Mobile 13 
o Night and Weekend 14 

• Review historical trends to account for seasonal usage trends 15 
• Carrier Optimization – review carrier availability and feature availability  16 

6.3.1.4.2 As was stated in previous paragraphs, top and zero usage management reports will be 17 
provided and will provide actionable information for the agency.  Additionally, individual user 18 
rate plans will be analyzed and change recommendations provided to lower future costs. 19 

6.3.1.4.3 If and when the recommendations are approved, iSYS can, if the agency wishes, 20 
coordinate and execute the necessary actions with agency and carrier personnel to implement the 21 
change with zero down time or loss of service. 22 

6.3.1.4.4  Once the services are migrated, iSYS will track and provide management reports to 23 
identify the savings derived from our optimization recommendations.  These reports can be done 24 
monthly or quarterly as desired by the agency. 25 

6.3.1.5 Management Reporting Services 26 

6.3.1.5.1 Having access to the right information is critical to properly manage and execute a 27 
successful and efficient wireless program.  iSYS will provide a series of standard reports 28 
generated monthly.  These reports can be viewed and downloaded through ITMS or sent via e-29 
mail electronically. The Report Component has the capability to give administrators the ability to 30 
view management reports for specific organizations.  The following report categories are 31 
available: 32 
 Standard Usage Reports 33 

• Top Users by Voice Minutes 34 
• Top Users by Data kilobytes 35 
• Zero Usage Devices 36 

 Standard Cost Reports 37 
• Top Users by Total Cost 38 
• Top Users by Voice Cost 39 
• Top Users by Data Cost 40 
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Customizable Reports – allow the administrator to create their own report and view 1 
usage and costs for all items within a carrier invoice. 2 

• Spending and expense levels, patterns and trends 3 
• Usage levels, patterns, and trends 4 
• Rate plan profile 5 
• Wireless device inventories 6 
• Wireless service line inventories 7 
• Invoice and billing statuses (if bill payment service provided) 8 
• Claims status (if dispute recovery service provided) 9 
• Savings generated or attributable to TEM services 10 

Monthly Carrier Invoice Summary – an on-line view of the carrier invoice  11 

Monthly Reconciliation Report – an on-line view of disputed charges discovered during 12 
the monthly audits of the invoices 13 

Monthly Credit Request Report – an on-line view of pending credit requests with the 14 
wireless carriers. 15 

Optimization Reports – an on-line view of suggested changes to monthly service plans 16 
and feature plans for cost savings. 17 

6.3.1.5.2 Our experience in currently providing these services to several Federal Agencies is 18 
that reporting needs to be tailored to each organization, so iSYS will work with each Agency and 19 
as specified in the task orders to configure and tailor the management reports to meet their exact 20 
needs.  Once finalized, the properly formatted reports can be downloaded from ITMS or sent via 21 
e-mail to the designated agency personnel. 22 

6.3.1.5.3 It has also been our experience with the Federal Government that it is necessary to 23 
provide reports that breakdown the information across organizational, reporting, or financial 24 
boundaries as defined by the Agency.  Our current customers find that this provides the 25 
flexibility to budget from a central location or by individual sub-organization down to the desired 26 
organizational level. 27 

6.3.1.5.4 A feature iSYS can offer from ITMS is the ability to run ad hoc queries.  Agency 28 
personnel can have access to run the ad hoc queries or subject matter experts will be available to 29 
help agency managers get access to the specific information they require.  This will include not 30 
only information maintained through our TEM services but we have the capabilities to reach 31 
back to the actual carrier for more information if required. 32 

6.3.2 Optional Wireless TEM Services 33 
iSYS can provide the five optional services as specified by the RFP and listed below: 34 

1. Contract Optimization Services 35 
2. Ordering and Procurement Services 36 
3. Bill Payment Services 37 
4. Dispute Recovery Services 38 
5. Device Disposition / Disposal Services 39 
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These services can augment the core wireless offerings and can be identified in the task orders as 1 
described in the RFP.  2 

6.3.2.1  Contract Optimization Services 3 

6.3.2.1.1 Providing these types of services for several years, we have acquired expert 4 
knowledge of the wireless industry and wireless carriers.  This expertise can be tapped by an 5 
agency to perform a wide ranging comprehensive analysis and assessment of existing contract 6 
and agreements.  The assessment will identify any improvements and cost savings opportunities.  7 
The analysis will include benchmarking the existing pricing, terms and conditions as well as 8 
industry best practices.  Our customer base includes large and small organizations as well as 9 
Federal and private sector organizations so we have the ability to cover the board to garner 10 
information for comparative analysis and to make our recommendations. 11 

6.3.2.1.2  As a carrier independent TEM service provider, our recommendations for rate plan 12 
migration of services within a carrier or across carriers, changes in terms and conditions will 13 
have but one focus and that is to provide improved services that satisfy the customer 14 
requirements at the lowest overall total cost.  Our breadth and depth of experience uniquely 15 
positions iSYS to offer these services. 16 

6.3.2.1.3  Additionally, being carrier independent but dealing on a daily basis with numerous 17 
large and small carriers enables us to work with the agency to implement the agency approved 18 
contract optimization recommendations and assist in sourcing and competitive bidding among 19 
carriers to lower the overall total cost for wireless services. 20 

6.3.2.1.4 Once the changes are implemented, iSYS will track and report on all savings obtained 21 
by the agency based on implementing our recommendations.  This data will be accessible via 22 
ITMS or e-mail. 23 

6.3.2.2 Ordering & Procurement Services 24 

6.3.2.2.1 ITMS Order Component 25 
The ITMS ordering component will be tailored for a specific agency.  The tailoring will include 26 
wireless approval processing/workflow along with the approved carriers, equipment and 27 
accessories. 28 

The Order Component will allow authorized users to place requests for the following: 29 

• Activation/Upgrade of New Service & Equipment 30 
• Replacement Equipment (Warranty & Out of Warranty) 31 
• Accessories 32 
• Service Transfers within the same wireless carriers 33 
• Porting of Phone numbers between wireless carriers 34 
• Porting of Land Line Phone numbers to wireless service 35 
• Changes of Service Rate Plans 36 
• Suspension/Deactivation of Service 37 
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Once an Order Request has been submitted, it may be routed to a pre-assigned approver and then 1 
it is automatically routed to the iSYS Ordering Team.  The Ordering Team will validate the 2 
agency approval process has been followed and that all necessary paperwork or approvals have 3 
been properly submitted before processing the request.  The Ordering Team will submit the order 4 
to the appropriate carrier and have the equipment shipped either to a staging area where the 5 
equipment can be asset tagged or the equipment can be drop shipped directly to the end user.  6 
Orders are typically processed within 1 hour of receipt.  The entire ordering process can be 7 
automated within our ITMS. 8 

If the Order Request is for the activation of a Blackberry, then an automated email can/will be 9 
sent to the agency IT Department from the implementation.  This is to ensure that e-mail 10 
capabilities are properly configured. 11 

The Ordering Team will log the new cellular number, ESN/IMEI, SIM, PIN and any other 12 
relevant information regarding the service and/or equipment into the service & asset tracking 13 
database in ITMS. 14 

6.3.2.2.2 Procurement transactions and MACDs will be processed across multiple carriers and 15 
follow the agency coordination/approval process. 16 

6.3.2.2.3 The ordering component will integrate with agency ordering processes and personnel 17 
manpower systems and is capable of handling multiple approval hierarchies and functional or 18 
business units. 19 

6.3.2.2.4 Orders will be tracked from initiation through asset data collection and on to delivery.  20 
Devices will have asset tags applied and all agency specific information captured and input into 21 
the asset management database. 22 

6.3.2.2.5 Status of ordered devices can be accessed through the web interface and ad hoc and 23 
monthly reports can be generated to provide status of all orders and order changes. 24 

6.3.2.2.6 iSYS’s help desk is available 24X7X365, therefore we are able to meet the RFP 25 
requirements for providing help desk support between Monday through Friday, 8:00AM to 8:00 26 
PM Eastern time.  This support will provide agency specific support to agency customer and 27 
telecommunications managers with procurement and ordering questions.  Scripts and 28 
documented processes will ensure specific agencies receive the correct information and support 29 
for the following activities: 30 

• Ordering new phones  31 
• Canceling and replacing lost phones  32 
• Fixing and/or replacing malfunctioning phones 33 
• Wireless account changes 34 
• Answering questions regarding rate plans and features 35 

6.3.2.3  Bill Payment Services 36 

6.3.2.3.1 To reduce the overhead associated with managing a wireless program, iSYS can 37 
provide bill payment services.  The features of this service include receiving, validating, charge 38 
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back processing, and payment of the carrier invoices.  This service is operated in close 1 
coordination with the Agency and no payment will be made without the agency approval.  2 

6.3.2.3.2 For each pay cycle (usually monthly) a validation report and charge back information 3 
and supporting detail will be provide in electronic format to request agency approval.  The 4 
supplied reports and information will allow the agency personnel to update the agency’s 5 
financial management system to correctly charge back wireless service expenses to the proper 6 
entities as well as certify the carrier invoices are accurate.  The request for funding to pay the 7 
wireless carrier will accompany the reports.  8 

6.3.2.3.3 ITMS will be maintained with accurate information on account lists, suppliers, and 9 
agency information.  A task in the implementation plan for this service will be to establish a 10 
process between the Agency and iSYS to maintain accurate and current information that cannot 11 
be obtained through our other TEM services processes such as Ordering and Procurement or 12 
Contract Optimization Services. 13 

6.3.2.3.4 Additionally, it will be necessary to provide management status reports that will allow 14 
the Agency personnel to properly manage Government funds.  The reports will include payment 15 
status of carrier invoices (i.e. awaiting payment, paid, in dispute or claim, etc.) and the balance of 16 
any Government funds held by iSYS. 17 

6.3.2.3.5 As part of the bill payment services, the iSYS team will work with the Agency and 18 
facilitate the streamlining of the payment process with the carriers by consolidating accounts yet 19 
maintaining the organizational, financial or business unit separations required by the 20 
Government.  21 

6.3.2.4 Dispute Recovery Services 22 

6.3.2.4.1 When issues are identified with carrier invoices, all necessary information will be 23 
collected and prepared to file and prosecute claims for billing and account corrections.  Issues 24 
can be automatically identified by ITMS once the agency’s assets, contract, and agreement 25 
information is loaded.  26 

6.3.2.4.2 Once a Letter of Agency (LOA) is in place with the carriers, iSYS will research, 27 
review, dispute and track all potential billing errors and represent the agency as authorized 28 
agents.  ITMS will maintain accurate records and allow for reporting and tracking. 29 

6.3.2.4.3 As we do in our current contracts, written claims will be submitted to the carriers or 30 
suppliers with documentation supporting the claim.  All claims will be tracked in ITMS 31 

6.3.2.4.4 All claim history will be tracked in ITMS to resolution and documented in ITMS.  For 32 
all claims that are unresolved at the end of a task order, the iSYS team will continue to track and 33 
manage the claim until resolution. 34 

6.3.2.4.5 As part of the monthly reporting, current status of claims filed with the carriers or 35 
suppliers will be reported as well as billing accuracy rates for individual carriers and amount of 36 
savings or additional cost recovered as a result of the dispute services. 37 
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6.3.2.5 Device Disposition / Disposal Services 1 

6.3.2.5.1 The iSYS team will abide by all Federal laws and codes, state, and local laws for the 2 
disposition, replacement, sale, exchange, or disposal of electronic devices and personnel 3 
property.  All processes will be approved by the agency and protect personal privacy and be safe 4 
for the environment. 5 

6.3.2.5.2 Working with the Agency, a process will be developed and documented by iSYS for 6 
the disposition, replacement, sale, exchange, and disposal of devices that conforms with and 7 
integrates into the agency property management systems and ITMS asset database.   8 

6.3.2.5.3 Pulling from our public and private sector customers and utilizing industry best 9 
practices, the iSYS team will develop/draft policy and procedures that the agency can implement 10 
for disposition, replacement, sale, exchange and disposal of devices within the agency. 11 

6.3.2.5.4 The iSYS team will work with the Agency to provide a simple straight forward 12 
method to collect and stage devices for disposition, replacement, sale, exchange, and disposal. 13 

6.3.2.5.5 Upon receipt of a device, at the iSYS team operating center the previous owner’s 14 
information will be removed using a wipe process.  The device will then undergo a functional 15 
and cosmetic inspection.  All devices that pass the inspection will be recycled into inventory for 16 
re-deployment.  The ITMS asset data base will be updated to reflect the new status. 17 

6.3.2.5.6 Devices that can not or should not be returned for re-deployment will be processed 18 
and transfer for final disposition.  Again, a wipe process will remove all data from the device and 19 
the ITMS asset data base will be updated to reflect the new status. 20 

6.3.2.5.7 ITMS will maintain an auditable record of each device from the initial order through 21 
the final disposition.  The record will conform to the requirements of 41 CFR Chapter 102. 22 

6.4 Wireless TEM Transition Services 23 

6.4.1 With any transition, it is critical that no service interruption occur.  Therefore, if/when 24 
this contract is transferred either to or from another TEM provider or back to the agency, iSYS 25 
will provide a complete transition plan identifying all actions required to transition the services.  26 
The plan will address both the action that iSYS will perform and the actions required by the 27 
Agency that will facilitate a seamless transition.  As with all our planning, the transition plan will 28 
include known risks along with mitigation strategies as well a complete resource analysis to 29 
identify any additional resources required.  30 

6.4.2 Once the transition plan is approved by the agency, iSYS will execute all actions 31 
identified in the plan as scheduled to complete the transition by the agreed upon “cutover date” 32 
in the task order. 33 

6.4.3 The transition plan will identify all the government data that will be turned over.  It will 34 
include but not limited to:  wireless account information, inventory, invoice, and any other 35 
resident data in our ITMS system.  Additionally, any other information that iSYS has access to 36 
that will ensure a smooth transition and continued wireless program operation such as phone 37 
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number, points of contact for all accounts, pass codes, and carriers.  The data will be delivered in 1 
an electronic format identified in the task order.   2 

6.5 (Non-Networx) Wireless Services & Device Resale Services 3 
As part of our total TEM services package, iSYS can offer open market wireless service and 4 
device resale services to the federal agencies that are not met through the Networx or other 5 
Agency established enterprise contracts.  Along with the standard pricing model (minute per 6 
month, pooled and pay as you go plans), iSYS currently offers a “Bands of Minutes” model (see 7 
6.5.4.2 Bands of Minutes Model) for our current federal customers.  We believe this model can 8 
be advantageous to some agencies so we will offer it for this RFP as an option. 9 

6.5.1  As in our existing Federal Government contracts, authorized government representatives 10 
can purchase commercial voice and data wireless telecommunications services, devices, and 11 
device accessories for the carriers and companies that are not available to the agency through 12 
GSA’s Networx contracts.  iSYS maintains relationships with the four (4) major wireless carriers 13 
and three (3) regional, nine (9) local, and international wireless carriers.  In support of our other 14 
commercial and government clients, iSYS has been able to quickly and efficiently start up new 15 
relationships with carriers when no apparent solution seems to be available.  16 

6.5.1.1 The Order Component of ITMS will allow authorized users to place requests for the 17 
following: 18 

• Activation/Upgrade of New Service & Equipment 19 
• Replacement Equipment (Warranty & Out of Warranty) 20 
• Accessories 21 
• Service Transfers within the same wireless carriers 22 
• Porting of Phone numbers between wireless carriers 23 
• Porting of Land Line Phone numbers to wireless service 24 
• Changes of Service Rate Plans 25 
• Suspension/Deactivation of Service 26 

6.5.1.2 Once an Order Request has been submitted, it is automatically routed to the iSYS 27 
Ordering Team.  The Ordering Team will validate that all of the necessary paperwork and 28 
approvals have been properly submitted prior to processing the request.  The Ordering Team will 29 
submit the order to the appropriate carrier and have the equipment shipped either to a staging 30 
area where the equipment can be asset tagged or the equipment can be drop shipped directly to 31 
the end user. 32 

6.5.1.3 If the Order Request is for the activation of a Blackberry device, then an automated 33 
email can be sent to the Agency’s IT Department for the necessary IT configuration.  This is to 34 
ensure that e-mail capabilities are properly configured. 35 

6.5.1.4 The Ordering Team will log the new cellular number, ESN/IMEI, SIM, PIN and any 36 
other relevant information regarding the service and/or equipment into the ITMS asset tracking 37 
database.  See paragraph 6.3.2.2.1 for more information. 38 
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6.5.2 All services offered in the proposal will be available independent of the procurement 1 
sources.  The same level of service will be maintained across the board without regard for 2 
procurement source. 3 

6.5.3 Only services equivalent or better then the following 2.5/3G Cellular Wireless standards 4 
will be offered: 5 

• General Packet Radio Service (GPRS) 6 
• Code Division Multiple Access (CDMA) 7 
• Time Division Multiple Access (TDMA)   8 
• Personal Communication Service (PCS) 9 
• Global System for Mobile Communications (GSM) 10 

6.5.3.1 The iSYS Team will use a requirements driven approach to providing wireless service.   11 
Upon notification of an order request, the iSYS Team will first determine which wireless carriers 12 
have adequate service coverage in the requested area.  Next the iSYS Team will review the 13 
requested features such as data, push-to-talk, etc. to find which available service provider offers 14 
the requested features.  New features and technologies will be brought to the attention of the 15 
customer as appropriate.  The iSYS Team will provide as a minimum the following features: 16 

• Automatic Call Delivery.   17 
• Call Waiting: “Basic“ Wireless service shall include call waiting 18 
• Call Forwarding.   19 
• Feature Portability:  a feature to transfer wireless call features (such as call waiting 20 

call forwarding) from the caller’s home area to a visited city. 21 
• Message Waiting Indicator:  This indicator shall indicate exactly how many new 22 

messages are waiting. 23 
• Three Party Conferences.  24 
• Simplified Call Origination:  wireless service that automatically identifies users 25 

through the wireless network to eliminate the need to “call ahead” to place calls. 26 
• Caller Identification (unless suppressed, the number of the calling party is displayed 27 

on the screen of the digital telephone). 28 
• Short Messaging Services (SMS), a feature of Personal Communications Service 29 

(PCS) provides the capability to send and receive text messages.  The text can 30 
comprise of any alphanumeric characters; each short message may be up to 160 31 
characters in length.  Additionally, SMS supports interconnections with different 32 
message sources and public destinations including E-mail and paging. 33 

• Voice Mail with Message Indication (Voice Mail shall be functional if the wireless 34 
handset is turned off or if the user is on another call).  A function that alerts the user 35 
that a voice mail has been left is desired but no required. 36 

• Broadband Capability – Broadband capable devices are required, service is available 37 
in limited markets 38 

• Blackberry/PDA Data service 39 
• Wireless Priority Service 40 
• Secure Line – only available on Secure Phones 41 
• Air Card Data Service 42 
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6.5.3.2 Although the above features are generally available, features may be limited by the 1 
geographical region and the service carrier chosen for a particular region.  The iSYS team will 2 
maximize feature availability by remaining carrier independent and having multiple carriers 3 
available for any geographical region. 4 

6.5.4 The iSYS team will provide expertise to the agency procurement representatives to select 5 
and resell the right type of plans and agreements to minimize an agency’s wireless service cost.  6 
Two wireless usage models are proposed for this RFP: 7 

• Rate plans matching the carriers 8 
• Bands of Minutes (See paragraph 6.5.4.2) 9 

With either model no activation or termination fees will apply to government accounts. 10 

6.5.4.1   Rate Plans from Carrier Model   11 

6.5.4.1.1 Rate Plans differ from carrier to carrier.  iSYS will recommend the most cost 12 
effective rate plan model per carrier for the government. T-Mobile is the only major carrier not 13 
to have been awarded a piece of Networx.  Typically, the most cost effective business plan from 14 
T-Mobile is a “bucket” minute plan.  There are various size buckets in which a certain number of 15 
cell phones can be added for no additional charge.  For example, we may recommend a bucket 16 
plan with 100,000 minutes that can include up to 100 lines.  All 100 lines can share these 17 
100,000 minutes.  If these lines go over the 100,000 minutes, then each overage minute will be 18 
charged at approximately 25 cents a minute.  If the government agency has 105 cell lines, then 19 
we may still recommend the 100,000 minute bucket plan.  The additional 5 cell lines would be 20 
charged an access fee of $15/each in order to be a part of that bucket plan. 21 

6.5.4.1.2 Plans from other carriers may include pooled minute plans or even straight minute 22 
plans.  Straight minute plans offer a pre-set number of minutes for a single user and overages are 23 
charged at a rate of approximately 25 to 45 cents per minute.  Flat Rate pay per use plans may 24 
also be available depending upon the carrier. 25 

6.5.4.2 Bands of Minutes Model 26 

6.5.4.2.1 iSYS offers a unique approach to wireless voice service provisioning utilizing fixed 27 
price “Bands” of minutes. The Banded Minute approach will allow the Agencies to pay for only 28 
cellular minutes used rather than the traditional voice service rate plans which require users to 29 
“pre-buy” a fixed set of minutes such as a 450 minute rate plan.  Simply put, the total voice 30 
minutes used for all devices, across all carriers in a single month are averaged.  That average 31 
number of minutes will fall within a preset band with a preset per minute cost.  The higher the 32 
band, the lower the per minute rate.  This ensures cost efficiency across the entire spectrum of 33 
minute usage. So whether a few minutes or a lot of minutes are used each month, our past 34 
experience has shown that the unit cost per device will decline with our approach.  35 

6.5.4.2.2 Additionally, this approach will bring predictability to the monthly expenses as usage 36 
patterns are typically consistent throughout an organization.  “Pre-buying” minute plans on 37 
average will cost an organization approximately 12 to 18 cents per minute used while the Banded 38 
Minute approach can lower the liability to less than 10 cents per minute.  This approach is 39 
currently being used by several of our largest Federal customers.  This concept will allow 40 
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Federal Agencies to achieve maximum economies of scale while keeping risk low and costs 1 
predictable. 2 

6.5.4.2.3 iSYS has had success with the banded minute approach with several of the Federal 3 
customers reducing overall cost per unit by 40 to 75 percent.  So whether the total number of 4 
minutes is small or great, iSYS predicts the per unit cost will decline with our approach. 5 

6.5.4.2.4 Banded Minute Rates are discussed in Volume IV: Cost Proposal.  The complete life-6 
cycle approach practiced by iSYS for all of our customers provides for a mechanism to control 7 
which devices are offered to Agency personnel.  Therefore, during task order implementation, a 8 
list of approved devices will be developed with final approval coming from the Agency.  9 
Additionally, throughout the life of the task order, the list will be updated at least quarterly but 10 
more frequently if requested by the Agency.  Again, all final lists will be approved by the 11 
Agency designated point of contact. 12 

6.5.5  Technology Refresh 13 

6.5.5.1 Equipment activation dates will be tracked within our ITMS so equipment technical 14 
refresh can be offered every 18 months for each device.  The iSYS Team will record equipment 15 
activation dates in ITMS for devices procured through our resale service.  The iSYS Team will 16 
ensure all replacement devices are on the approved devices list discussed above.   17 

6.5.6 The iSYS Team will regularly review new and emerging technology for their 18 
applicability to the task order mission and requirements and make recommendation for their use.  19 
Additionally, the iSYS Team will regularly review equipment upgrade and new equipment offers 20 
from carriers to ensure that Agency’s are kept up to date on available equipment.  The iSYS 21 
Team will deliver technology upgrade recommendations to the Agency as they become available 22 
from the individual carriers.  In the event that a device change will take place as a result of the 23 
technical refresh cycle, the iSYS Team will facilitate the device transition and ensure the end 24 
user will have as little down time as possible.  Upgrade of replacement technology will be made 25 
available to the Agencies within thirty (30) days of commercial release. 26 

7.  Technical and Management Constraints 27 

7.1 Section 508 Compliance 28 

7.1.1 iSYS understands well the requirements of the Section 508 of the Rehabilitation Act of 29 
1973, as amended by (29 U.S.C 794d) as well as the World Wide Web Consortium (W3C) Web 30 
Content Accessibility Guidelines (WCAG).  iSYS’s ITMS that will be used for the resulting 31 
project was built using the Microsoft (MS) .NET Framework version 2.0.  The MS .NET 32 
Framework 2.0 contains accessibility features and will automatically render pages/screens that 33 
meet Section 508 accessibility standards.  The MS .NET Framework also includes tools for 34 
testing the rendered pages/screens for Section 508 and other standards compliance.  The MS 35 
.NET Framework provides for controls that meet accessibility requirements for Section 508 for 36 
both screen control features as well as keyboard access. 37 

7.1.2 iSYS’s ITMS was developed using the MS .NET Framework 2.0 which has built in 38 
software controls that are Section 508 compliant.  Additionally, our ITMS was tested using 39 
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compliance testing tools that are part of the MS .NET Framework 2.0 as well as being tested 1 
using the commercially available accessibility tools JAWS to ensure compliance.  iSYS is 2 
confident that our application tool and specifically the Order Entry and the Reports module are 3 
Section 508 Compliant.  Full details of our compliance for our ITMS application can be found on 4 
our website (www.isysllc.com) 5 

7.2 Data Security and Safeguards 6 

7.2.1 At iSYS, security is a top priority and we have both Certified Information Security 7 
Managers (CISM) and Certified Information System Security Professionals (CISSP) on staff.   8 
Therefore we are very familiar with industry best practices and standards.  All devices offered by 9 
iSYS will meet or exceed the industry best practices and standards.   10 

• All encryption will comply with and be FIPS 140-2 certified with Advanced 11 
Encryption Standards (AES) software or hardware. 12 

• All secure devices will have FIPS 140-1 Level 2 certification and utilize at least triple 13 
DES 128-bit hardware only encryption. 14 

7.2.2 All devices offered will have built-in cloning and fraudulent serial number use features as 15 
provided by the manufacturer.  Additional procedures will be provided to prevent cloning and 16 
misuse. 17 

7.2.3 The federal government may require unique security features and therefore all devices 18 
will be approved by the government before being offered under this contract. 19 

7.3 Security Clearances 20 
In supporting the federal government, possessing varying levels of security clearances may be 21 
required by iSYS personnel.  As a Federal Government contractor, iSYS possesses a Top Secret 22 
facilities clearance and can easily provide cleared personnel when needed.  These costs have 23 
been included in the pricing for this proposal. 24 

7.4 Records / Data Rights 25 
Records and data from this contract will be documented in deliverable reports in an electronic 26 
format.  All database records will be delivered electronically and become the sole property of the 27 
United States Government. 28 

7.4.1 All deliverables under this contract will be the sole property of the United States 29 
Government and will have unlimited rights to information and materials developed under this 30 
contract.  This will include the duplication, reuse, or discloser of the information.  The 31 
government may inspect and have rights to make copies of the mentioned items.  This will 32 
include both digital files and data and other products generated under this contract.  The 33 
following DFAR clauses will be include by reference: 34 

• DFAR 252.227-7013, “Rights in Technical Data - Noncommercial Items.” 35 
• DFAR 252.227-7017, “Identification and Assertion of Use, Release, or Disclosure 36 

Restrictions.”  37 
• DFAR 252.227-7020, “Rights in Special Works.”  38 
• DFAR 252.227-7028, “Requirement for Technical Data Representation.”  39 
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• DFAR 252.227-7037, “Validation of Restrictive Markings on Technical Data.”  1 
• DFAR 252.227-7025, “Limitations on the Use or Disclosure of Government-Furnished 2 

Information Marked with Restrictive Legends.”  3 
• DFAR 252.227-7203,  “Noncommercial Computer Software and Noncommercial 4 

Computer Software Documentation.”  5 
• DFAR 252.227-7014, “Rights in Noncommercial Computer Software and Noncommercial 6 

Computer Software Documentation.” 7 

7.5 Copyrights: 8 
Any software and computer data/information developed as a component of this contract will 9 
have the following statement: 10 

“This computer program is a work effort for the United States Government and is not 11 
protected by copyright (17 U.S. Code 105).  Any person who fraudulently places a 12 
copyright notice on, or does any other act contrary to the provisions of 17 U.S. Code 13 
506(c) shall be subject to the penalties provided therein.  This notice shall not be altered 14 
or removed from this software or digital media, and is to be on all reproductions.” 15 

8. Deliverables  16 

Cat Deliverable Ref. PWS 
Paragraph Delivery Date Delivery POC

Program Initiation/Kickoff 
Meeting 6.1.1.2 NLT fifteen (15) days  after 

ID/IQ contract award 
PCO 

Program Management Meeting 6.1.1.5 Quarterly PCO 
Project (Task Order) 
Initiation/Kickoff Meeting 6.1.2.2 NLT fifteen (15) days after 

task order award 
Task Order 
Level ACO 

Project Management Meetings 
(During startup phase) 6.1.2.4 Weekly Task Order 

Level ACO 

M
ee

tin
gs

 

Project Management Meeting      
(After “cutover date”) 6.1.2.4 Quarterly Task Order 

Level ACO 

Program Management Plan 6.1.1.3   
6.1.1.4 

NLT fifteen (15) days after 
ID/IQ contract award 

PCO 

Program Management Plan 
Updates 6.1.1.4 As Requested PCO 

Project Management Plan (Task 
order level) 6.1.2.3 NLT fifteen (15) days after 

task order award 
Task Order 
Level ACO 

Project Management Plan 
Updates (Task order level) 6.1.2.3 As Requested Task Order 

Level ACO 

Implementation Plan 6.2.1 Per Task Order Task Order 
Level ACO 

Pl
an

s 

Transition Plan 6.4.1 Per Task Order Task Order 
Level ACO 

Program Performance Status 
Report (PSR) 

6.1.1.6 Quarterly PCO 

R
ep

or
ts

 

Project Performance Status 
Report (PSR) 

6.1.2.5 Quarterly Task Order 
Level ACO 
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Cat Deliverable Ref. PWS 
Paragraph Delivery Date Delivery POC

Contract Optimization Analysis 
Recommendations (Startup) 

6.2.3 Per Task Order Task Order 
Level ACO 

Contract Optimization 
Recommendations 

6.3.2.1.2 Per Task Order Task Order 
Level ACO 

Contract Optimization Savings 
Report 

6.3.2.1.4 Per Task Order Task Order 
Level ACO 

Rate Plan Optimization Analysis 
Recommendations (Startup) 

6.2.3 Per Task Order Task Order 
Level ACO 

Rate Plan Optimization 
Recommendations 

6.3.1.4.1 Quarterly Task Order 
Level ACO 

Rate Plan Optimization Savings 
Report 

6.3.1.4.4 Quarterly Task Order 
Level ACO 

Wireless Agreement/Contracts 
Key Event Listing 

6.3.1.1.2 Quarterly Task Order 
Level ACO 

Inventory Reports (Standardized) 6.3.1.2.5; 
6.3.1.5.1 

Weekly or Monthly per Task 
Order 

Task Order 
Level ACO 

Inventory Reports (Custom / Ad 
Hoc) 

6.3.1.2.5 As Requested Task Order 
Level ACO 

Spend Management Reports 
(Standardized) 

6.3.1.3.6; 
6.3.1.5.1 Per Task Order Task Order 

Level ACO 
Spend Management Reports   
(Custom / Ad Hoc) 

6.3.1.3.6 As Requested Task Order 
Level ACO 

Wireless Usage Reports 
(Standardized) 

6.3.1.5.1 Per Task Order Task Order 
Level ACO 

Billing & Invoice Error Report 6.3.1.3.4 Monthly Task Order 
Level ACO 

Invoice Payment and Status 
Reports (or electronic record 
feed) 

6.3.1.3.7; 
6.3.1.5.1; 
6.3.2.3.2; 
6.3.2.3.4 

Per Task Order 

Task Order 
Level ACO 

Dispute Claim Status Report 6.3.2.4.5 
6.3.1.5.1 Monthly Task Order 

Level ACO 
Order Summary and Status 
Reports 

6.3.2.2.5 Monthly Task Order 
Level ACO 

R
ep

or
ts

 (c
on

tin
ue

d)
 

Disposition/Exchange/Sales 
Status Report 

6.3.2.5.7 Monthly Task Order 
Level ACO 

Web-based Ordering Portal 
Capability 

6.3.2.2.1 Per Task Order Task Order 
Level ACO 

O
th

er
 

Agency Transition Data 6.4.3 Per Task Order Task Order 
Level ACO 
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9. Inspection and Acceptance 1 

All inspections and acceptance of the work performance reports and other deliverables for this 2 
contract will be performed by the Government representative or COTR at either an iSYS location 3 
or the Government site.   4 

9.1 Scope of Inspection 5 
The iSYS team will comply with the requirements as specified in the Performance Work 6 
statement paragraph 9.1. 7 

9.2 Basis of Acceptance 8 
The iSYS team will comply with the requirements as specified in the Performance Work 9 
statement paragraph 9.2 and all subparagraphs. 10 

10. Intelligent Telecommunications Management System (ITMS) 11 

The iSYS Team approach revolves around our on-line web portal interface called ITMS.  This is 12 
a flexible, modular system that can be tailored to agency requirements and business rules.  The 13 
system can standalone as a web-based system or be integrated with agency human resource, 14 
financial, ordering or other type systems as necessary to satisfy the task order requirements.  The 15 
interface methods span a wide range of capabilities such as text messages, emails, and secure file 16 
transfers.  Details of ITMS have been detailed throughout section 6 above.  17 
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 1 

11. Performance Based Contracting Matrix 2 

 3 

Desired 
Outcomes 
(What the Government 
wants to accomplish as 
the end result of this 
contract and/or task 
order) 

Required 
Service 
(What task must be 
accomplished to give 
us the desired result) 

Performance Standard 
(What is the expected level of quality, 
completeness, accuracy, etc…) 

Acceptable Quality 
Level (AQL) 
(How much error the 
Government  is willing to 
accept) 

Monitoring Method 
(How the Government will 
determine that success has 
been achieved) 

Incentives / 
Disincentives for 
Meeting or Not 
Meeting the 
Performance 
Standards 

6.1.1  Program (FSSI- and GSA-level) Management 

Measure:  Delivery Performance 
(Milestones) – Measures the percentage 
of milestones and activity completion 
dates that are reached on or before their 
scheduled or contract due date.  
Standard:  100% of all activities and 
milestones are completed on or before 
their scheduled or contract due date. 

100% of all critical 
program/project milestones 
met or exceeded. (e.g. cutover 
date) 

  

95% of all non-critical 
milestones and activity 
completion dates met or 
exceeded. 

 

Contracting Officer, ADR 
and/or COTR monitors 
actual milestone 
completions against the 
schedule or contract due 
dates;  

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Manage, track, and 
coordinate TEM 
activities across 
contract delivery 
orders 

 

Opportunities for 
coordination, 
standardization and 
improvement of TEM 
services performed 
across federal agencies 
are taken advantage of 
by the government and 
TEM provider 

Develop a program 
management plan 

Measure:  Delivery Performance 
(Plans)-- Measures the percentage of 
deliverable plans that are delivered on 
or before their contract due date.  
Standard:  100% of all plan deliverables 
are delivered on or before their contract 
due date. 

100% of all plans delivered 
within one (1) week of the 
contract due date; 0% of 
plans delivered later than one 
(1) week after contract due 
date 

Contracting Officer, ADR 
and/or COTR monitors 
actual plan delivery 
against the contract 
delivery date; Measured 
for each plan required on 
the contract/task order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

GSA and the FSSI 
program have 
awareness of the 
overall performance 
and agency satisfaction 

Support program 
management 
meetings and discuss 
progress on issues 
and performance 

Measures:  Customer Satisfaction 
(Invoice Mgt, Inventory Mgt, Contract 
Administration) - Measures the 
customer satisfaction level of agency 
managers with the level of support or 

4.0 or higher average on a 5-
pt. Likert scale 

Quarterly web-based 
customer satisfaction 
survey of agency financial 
managers interfacing with 
the TEM provider to 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
3% of MSF, based upon the 
following schedule: 
A decline of 1 point on the 
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ratings of the TEM 
provider 

measures 

 

 

services received from the TEM 
provider and how responsive the TEM 
provider is in resolving management 
issues.  Standard:  4.5 or higher average 
on a 5-pt. Likert scale (5=highest) 

oversee auditing and 
payment of carrier 
invoices 

Likert scale will equal 1% 
reduction of MSF. 

Measure: Wireless Savings-- Measures 
the gross and net accrued savings, both 
in dollars and as a percentage of the 
agency’s annual wireless spend baseline 
that have been achieved through the use 
of wireless TEM services.  Net savings 
should be the gross savings minus the 
cost of the TEM services. In addition to 
reporting a total dollar and total 
percentage, accrued savings should also 
be allocated and reported by the TEM 
service that produced that savings (e.g., 
Auditing, rate plan optimization, 
contract optimization, etc…) as well as 
a breakout by service type and 
organization. 

Standard: None – For reporting only 

Greater than ten percent 
(10%) net savings 

The annual wireless spend 
baseline for the 12-month 
period prior to the start of 
TEM services should be 
initially used and agreed 
to between the agency and 
the TEM provider.  Gross 
and net savings then 
reported quarterly by the 
TEM provider and 
monitored by the agency 
and GSA. 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 2% of performance 
deficiency  will equal 1% 
reduction of MSF 

GSA and FSSI 
program are able to 
consistently track and 
report the amount of 
total cost savings 
generated from each 
task order or agency as 
a result of using an 
outsourced TEM 
provider  

Provide performance 
status reports that 
document and 
summarize program 
performance 

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.1.2  Project (Agency- and Task Order-level) Management 

The agency has 
immediate visibility 
and awareness of 
progress made against 
the project schedule 
baseline and the actual 
and projected costs to 

Prepare and deliver a 
project management 
plan 

 

 

Measure:  Delivery Performance 
(Plans)-- Measures the percentage of 
deliverable plans that are delivered on 
or before their contract due date.  
Standard:  100% of all plan deliverables 
are delivered on or before their contract 
due date. 

100% of all plans delivered 
within one (1) week of the 
contract due date; 0% of 
plans delivered later than one 
(1) week after contract due 
date 

Contracting Officer, ADR 
and/or COTR monitors 
actual plan delivery 
against the contract 
delivery date; Measured 
for each plan required on 
the contract/task order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 
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perform the services 
required by the 
contract task order 

Prepare and deliver 
project performance 
status reports 

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 

Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Measure:  Customer Satisfaction 
(Invoice Mgt) - Measures the customer 
satisfaction level of agency financial 
managers with the level of support or 
services received from the TEM 
provider and how responsive the TEM 
provider is in resolving invoice 
management issues.  Standard: 4.5 or 
higher average on a 5-pt. Likert scale 
(5=highest) 

4.0 or higher average on a 5-
pt. Likert scale 

Quarterly web-based 
customer satisfaction 
survey of agency financial 
managers interfacing with 
the TEM provider to 
oversee auditing and 
payment of carrier 
invoices 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
3% of MSF, based upon the 
following schedule: 
A decline of 1 point on the 
Likert scale will equal 1% 
reduction of MSF. 

Measure:  Customer Satisfaction 
(Contract Administration Management) 
- Measures the customer satisfaction 
level of agency contracting officers 
with the level of support or services 
received from the TEM provider and 
how responsive the TEM provider is in 
resolving contract/agreement 
administration issues. Standard: 4.5 or 
higher average on a 5-pt. Likert scale 
(5=highest) 

4.0 or higher average on a 5-
pt. Likert scale 

Quarterly web-based 
customer satisfaction 
survey of agency 
contracting managers 
interfacing with the TEM 
provider to oversee and 
manage wireless carrier 
agreements 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
3% of MSF, based upon the 
following schedule: 
A decline of 1 point on the 
Likert scale will equal 1% 
reduction of MSF. 

The agency has 
visibility and 
awareness of customer 
satisfaction ratings 
given by the users on 
the TEM provider 

 

 

The agency and TEM 
provider  are able to 
quickly communicate 
and resolve any and all 
operational issues and 
problems that arise 
during the performance 
of the task order 

Support regular 
program management 
meetings with the 
agency COTR to 
review and discuss 
progress on issues 
and performance 
measures 

 

 

 

 

Measure:  Customer Satisfaction 
(Inventory Management) - Measures 
the customer satisfaction level of 
agency property or telecommunications 
managers with the level of support or 
services received from the TEM 
provider and how responsive the TEM 
provider is in resolving inventory 
management issues Standard: 4.5 or 
higher average on a 5-pt. Likert scale 
(5=highest) 

4.0 or higher average on a 5-
pt. Likert scale 

Quarterly web-based 
customer satisfaction 
survey of agency property 
or telecommunication 
managers interfacing with 
the TEM provider to 
oversee asset or inventory 
management. 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
3% of MSF, based upon the 
following schedule: 
A decline of 1 point on the 
Likert scale will equal 1% 
reduction of MSF. 
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6.2  Project Startup Services 

Prepare and deliver 
an implementation 
plan 

Measure:  Delivery Performance 
(Plans)-- Measures the percentage of 
deliverable plans that are delivered on 
or before their contract due date.  
Standard:  100% of all plan deliverables 
are delivered on or before their contract 
due date. 

100% of all plans delivered 
within one (1) week of the 
contract due date; 0% of 
plans delivered later than one 
(1) week after contract due 
date 

Contracting Officer, ADR 
and/or COTR monitors 
actual plan delivery 
against the contract 
delivery date; Measured 
for each plan required on 
the contract/task order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Efficiently 
accomplish all of the 
startup tasks by the 
“cutover date” and at 
or below the 
projected cost 
estimate 

 

 

Successfully 
demonstrate and test 
all required electronic 
data or user 
interfaces 

Measure:  Delivery Performance 
(Milestones) – Measures the percentage 
of milestones and activity completion 
dates that are reached on or before their 
scheduled or contract due date.  
Standard:  100% of all activities and 
milestones are completed on or before 
their scheduled or contract due date. 

100% of all critical 
program/project milestones 
met or exceeded. (e.g. cutover 
date) 

  

95% of all non-critical 
milestones and activity 
completion dates met or 
exceeded. 

 

Contracting Officer, ADR 
and/or COTR monitors 
actual milestone 
completions against the 
schedule or contract due 
dates;  

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

An agency is able to 
cost effectively make 
the move to an 
outsourced TEM 
provider  quickly and 
easily with little or no 
notice by the agency’s 
wireless users 

Help the agency 
make address 
changes for all billing 
invoice deliveries 

Measure:  TEM Database Update 
Accuracy - Measures the percentage of 
wireless service and device inventory 
and account changes that are entered 
accurately into the TEM provider’s 
database or system.  Standard:  100% of 
all changes that should be made to the 
TEM provider’s databases are captured 
accurately 

98% of all sampled actions 
(changes) from the previous 
quarter are accurately 
captured and reflected in the 
TEM database 

Quarterly Inspection.  
Random sampling of 2% - 
5% of all MACD actions 
from the previous quarter   

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.3.1.1  Wireless Service Contract/Agreement Administration Services 

An agency’s 
contracting personnel 
and 
telecommunication’s 

Maintain and be able 
to recall accurate 
copies of all agency 
wireless agreements 

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
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managers have rapid 
access to accurate 
information and details 
about all of its wireless 
service agreements  

Agency contracting 
and 
telecommunications 
managers are aware of 
upcoming events and 
market trends that may 
necessitate changes or 
actions regarding their 
wireless service 
agreements or 
contracts 

and pricing 

 

Monitor wireless 
service agreements, 
spending, and 
inventory for key 
events and activity 

due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

later than one (1) week after 
contract due date 

for each monthly or 
quarterly report required 
by the contract or task 
order 

Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Agency contracting 
and 
telecommunications 
managers obtain 
responsive and 
valuable input from 
subject matter expert 
regarding wireless 
contracts and 
agreements 

 Meet with and 
advise agency 
personnel regarding 
strategies and trends 
that affect their 
wireless agreements 

Measure:  Customer Satisfaction 
(Contract Administration Management) 
- Measures the customer satisfaction 
level of agency contracting officers 
with the level of support or services 
received from the TEM provider and 
how responsive the TEM provider is in 
resolving contract/agreement 
administration issues. Standard: 4.5 or 
higher average on a 5-pt. Likert scale 
(5=highest) 

4.0 or higher average on a 5-
pt. Likert scale 

Quarterly web-based 
customer satisfaction 
survey of agency 
contracting managers 
interfacing with the TEM 
provider to oversee and 
manage wireless carrier 
agreements 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
3% of MSF, based upon the 
following schedule: 
A decline of 1 point on the 
Likert scale will equal 1% 
reduction of MSF. 

6.3.1.2 Inventory Management Services 

Agency contracting 
and 
telecommunications 
managers have 
immediate access to 
accurate inventory and 
accountability 
information regarding 
their wireless devices 
and service lines 

 

Maintain an accurate 
inventory database of 
devices and service 
lines from ordering 
through final 
disposition 

 

 

 

Measure:  TEM Database Update 
Accuracy - Measures the percentage of 
wireless service and device inventory 
and account changes that are entered 
accurately into the TEM provider’s 
database or system.  Standard:  100% of 
all changes that should be made to the 
TEM provider’s databases are captured 
accurately 

98% of all sampled actions 
(changes) from the previous 
quarter are accurately 
captured and reflected in the 
TEM database 

Quarterly Inspection.  
Random sampling of 2% - 
5% of all MACD actions 
from the previous quarter   

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 
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Establish a process to 
accurately identify, 
track and accomplish 
MACD driven 
changes to the 
inventory database 

Inventory data is 
rapidly and accurately 
maintained as a result 
of wireless device and 
account MACD’s 

Prepare and deliver 
inventory 
management reports 

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Agency hardware 
devices are accurately 
marked or labeled 
prior to deployment 
with agency-approved 
asset tag 

Support and 
accommodate asset 
tagging during device 
acquisition and 
disposition  

Measure:  Asset Tag Deployment 
Accuracy - Measures the accuracy and 
complete deployment of asset tags on 
all accountable devices.  Standard: 
100% of all newly deployed wireless 
devices have an accurate asset tag 
applied at deployment 

99% of all newly deployed 
wireless devices have an 
accurate asset tag applied at 
deployment 

Have users check and 
report problems back to 
COTR for any incorrect or 
missing tags during 
receipt of property 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.3.1.3  Invoice Management and Audit Services 

Agency accurately 
pays only for those 
services and devices it 
ordered at rates and 
terms that it agreed to 
per current service 
agreements 

Collect, process, 
validate and audit 
carrier invoices 
against agency 
wireless agreements 
and organizational 
information 

Measure: Billing Dispute Resolution 
Success Rate - Measures the number of 
billing errors found and the percentage 
of submitted billing error claims 
accepted and agreed to (or refunded) by 
the carriers as an indicator of how 
accurate the TEM provider is with 
respect to catching “true” errors.  
Standard:  99% of all claims identified 
(or submitted) to the carriers are upheld 
or agreed to by the carrier 

90% of all claims identified 
(or submitted) to the carriers 
are upheld or agreed to by the 
carrier 

Monthly report generated 
and submitted by the TEM 
provider; (or the agency if 
the TEM isn’t actually 
submitting the claims)   

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Agency managers have 
are able to review, 

Prepare and deliver 
spending and usage 

Measure: Delivery Performance 
(Management Reports) -- Measures the 

95% of all plans are delivered 
no later than one (1) working 

COTR monitors actual 
report delivery dates 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
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reports in various 
formats and 
allocation views 

 

analyze and understand 
historical information 
regarding their 
spending and usage 
patterns from a carrier, 
employee, 
organization, and 
functional perspective  

Provide subject 
matter expert advice, 
recommendations 
and support to 
agency financial and 
telecommunications 
managers 

percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Agency financial and 
contract managers are 
able to smoothly and 
rapidly process and 
authorize invoice 
payments and 
reimbursement/dispute 
claims for a multitude 
of wireless carriers 

Prepare and deliver 
electronic reports 
regarding invoice 
validation/audit and 
billing errors for 
agency use or review 

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.3.1.4  Rate Plan Optimization Services 

Each agency wireless 
user is subscribed to 
the wireless carrier 
service(s) that provides 
adequate coverage and 
capability to 
accomplish their duties 
or mission.  

Analyze user carrier 
and rate plan features 
and coverage to 
identify needed 
changes 

Measure:  Rate Plan Optimization - 
Completion Progress - Measures the 
percentage of total service lines that 
have been “optimized” within the last 
12 months (or some other prescribed 
period).  Standard: 98% of active 
service lines have been reviewed and 
“optimized” at least once during the last 
12 months 

90% of active service lines 
have been reviewed and 
“optimized” at least once 
during the last 12 months 

Reported by the TEM 
provider as a monthly 
performance measure 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Agency’s service lines 
and wireless accounts 
are “optimized” to the 
supplier’s rate plan 
based on the user’s 
actual recent usage 
patterns resulting in 
the lowest possible 

Analyze monthly 
usage and costs at an 
individual subscriber 
line level and provide 
recommended 
changes to user 
subscriptions 

Measure: Wireless Savings-- Measures 
the gross and net accrued savings, both 
in dollars and as a percentage of the 
agency’s annual wireless spend baseline 
that have been achieved through the use 
of wireless TEM services.  Net savings 
should be the gross savings minus the 
cost of the TEM services. In addition to 

Greater than ten percent 
(10%) net savings 

The annual wireless spend 
baseline for the 12-month 
period prior to the start of 
TEM services should be 
initially used and agreed 
to between the agency and 
the TEM provider.  Gross 
and net savings then 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 2% of performance 
deficiency  will equal 1% 
reduction of MSF 
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“total” wireless service 
cost for the agency 

 

 

The number and type 
of rate plans for each 
carrier are rationalized 
to strike a balance 
between:  providing 
users with the right 
features and 
capabilities; keeping 
the number of rate plan 
choices at a 
manageable and 
understandable level; 
and ensuring the 
agency only pays for 
minutes they use at the 
lowest possible 
effective cost per 
minute (or KB) 

 

 

Recommend rate 
plan, carrier, and plan 
changes based on rate 
and usage analysis 

 

 

 

Provide subject 
matter expertise to 
agency managers and 
contracting personnel 

reporting a total dollar and total 
percentage, accrued savings should also 
be allocated and reported by the TEM 
service that produced that savings (e.g., 
Auditing, rate plan optimization, 
contract optimization, etc…) as well as 
a breakout by service type and 
organization. 

Standard: None – For reporting only 

reported quarterly by the 
TEM provider and 
monitored by the agency 
and GSA. 

6.3.1.5  Management Reporting Services 

Agency managers 
receive standardized 
reports on a routine 
basis that provide them 
insight on key aspects 
of their wireless 
spending, savings, 
inventories and usage 
patterns. 

Compile, prepare, 
and deliver 
standardized 
management reports 
containing accurate 
information from the 
TEM provider’s data 
system 

Agency managers have 
immediate access to 
qualified and 
knowledgeable TEM 
provider personnel that 
can assist them to 
answer detailed 

Provide subject 
matter expertise and 
assistance to agency 
managers  

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 
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questions regarding 
their wireless service 
spending, savings, 
inventories, and usage 
patterns. 

Agency managers have 
rapid access to ad hoc 
or non-standard 
management reports 
about their wireless 
spending, savings, 
inventories, and usage 
patterns. 

Provide standardized 
reports and assistance 
running queries or 
answering 
management 
questions 

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.3.2.1  Contract Optimization Services 

Pricing, terms and 
conditions on agency 
agreements and 
contracts for wireless 
services and devices 
are continually 
monitored for 
improvement and cost 
savings opportunities 
and updated to provide 
improved service at a 
lower total cost 

Perform contract 
optimization analyses 

 

Provide improvement 
recommendations 

 

Provide subject 
matter expertise 

Measure: Contract Optimization - 
Completion Progress - Measures the 
percentage of carrier service 
agreements or contracts that have been 
“optimized” within the last 12 months 
(or some other prescribed period).  
Standard: 98% of carrier service 
agreements have been reviewed and 
“optimized” at least once during the last 
12 months 

90% of carrier service 
agreements have been 
reviewed and “optimized” at 
least once during the last 12 
months 

Reported by the TEM 
provider as a monthly 
performance measure 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.3.2.2  Ordering and Procurement Services 

Agency personnel are 
able to go to a central 
location to review 
options and quickly 
place and coordinate 
an order for wireless 
services, devices and 
accessories that are 
consistent with agency 
operating and IT 
policies 

Develop and 
maintain a working 
web-based ordering 
portal to handle 
orders and MACDs 
for wireless services, 
devices and 
accessories 

 

 

Measure:  Ordering Portal / Website 
Availability - Measures the percentage 
of time that the TEM provider’s web-
based ordering portal and any 
management reporting website (if 
provided) is operating and available for 
use by the agency.  Standard:  99.9% 
system availability 

98.0% system availability Tracked and reported 
quarterly by the TEM 
provider. Reporting 
should be subject to 
Government audit or 
IV&V 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 
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Provide Help Desk 
Support Services 
between hour of 
8:00am and 8:00pm 
eastern time 

Measure: Help Desk Response & 
Closure - Measures the percentage of 
help desk calls that are resolved and 
closed within a specified period of time.  
Standard:  - 100% of calls answered 

- Customer reaches a live support 
person within two (2) minutes or is 
given an approximate wait-time 
estimate and opportunity to leave a 
voice mail and get a call back 

- Calls shall be returned within 30 
minutes for L1 customers and within 60 
minutes for L2 customers 

 - 75% of calls received are resolved 
during the initial help desk call 

- 96% of calls received are resolved and 
closed within one (1) business day 

- Same as performance 
standard 

Random sampling of call 
activity logs showing time 
of call receipt and closeout 
of trouble tickets 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Accept and validate 
orders against agency 
policies and 
standards 

 

 

 

Measure:  Wireless Device and Rate 
Plan Policy Compliance - Measures the 
percentage (%) of orders for non-
compliant wireless devices or rate plans 
that have an agency-approved waiver or 
deviation.  Standard: 100% of orders 
for non-compliant wireless devices or 
rate plans have an approved waiver on 
file at the time of order placement 

98% of orders for non-
compliant wireless devices or 
rate plans have an approved 
waiver on file at the time of 
order placement 

TEM provider will 
provide a listing of all 
orders placed during the 
previous month that did 
not comply with agency 
ordering policies.  COTR 
or their representative will 
randomly sample and 
review 10-15% of the 
orders to validate that an 
approved waiver was 
submitted with the order. 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Quickly and 
accurately place and 
track orders with 
wireless carriers 

 

Provide SME and 
help desk support to 
address questions and 

Measure:  Timeliness of Order 
Placement - Measures the time it takes a 
TEM provider to enter an agency 
request into their data system and 
submit a new order to the carrier for a 
wireless account move, change, or de-
activation.  Standard:  TEM provider 
accurately enters 100% of all new 
orders to the carrier within one (1) 
working day from when the request or 

99% of all orders or actions 
submitted to the carrier within 
two (2) days of submittal by 
the agency 

Quarterly Report 
generated by the TEM 
provider from data 
captured by the web-based 
ordering portal; In 
addition to a total 
(consolidated) percentage 
for all MACDs, separate 
percentages should be 
reported for adds (new 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 
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problems from 
agency managers and 
users 

action was submitted by the agency. service/device), moves, 
changes, and de-
activations.  

 

      

Agency managers have 
rapid access to the 
status of orders and 
MACDs  

Provide status 
reporting capability 
of all orders and 
MACDs from order 
receipt until order 
delivery 

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.3.2.3  Bill Payment Services 

Wireless 
telecommunications 
service provider 
invoices are promptly 
and accurately paid 
with little to no effort 
by agency personnel 

Receive, validate, 
code, and accurately 
pay carrier invoices 
for the agency 

Measure:  On-Time Invoice/Bill 
Payment Rate - Measures the 
percentage of carrier invoices validated 
and paid by the invoice payment due 
date.  Standard:  100% of all “valid” 
invoices paid on or before the due date 
(assuming availability of government 
funding) 

95% of all “valid” invoices 
paid on or before the due date 

Reported by the TEM 
provider on the monthly 
invoice status report 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Payment records are 
accurately maintained 
and all required charge 
back entries and 
updates to agency 
financial systems are 
made in a timely 
manner 

Track and maintain 
accurate payment 
records and provide 
reports or electronic 
data feeds to agency 
financial systems 

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.3.2.4  Dispute Recovery Services 

Agency is able to 
quickly recover and/or 
preferably avoid 
payment for 
incorrectly billed or 

Collect supporting 
information and 
submit claims to the 
carriers for erroneous 

Measure: Billing Dispute Resolution 
Success Rate - Measures the number of 
billing errors found and the percentage 
of submitted billing error claims 
accepted and agreed to (or refunded) by 

90% of all claims identified 
(or submitted) to the carriers 
are upheld or agreed to by the 
carrier 

Monthly report generated 
and submitted by the TEM 
provider; (or the agency if 
the TEM isn’t actually 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
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inaccurate invoices for 
wireless services 
received from wireless 
service providers 

billing 

 

Track conduct and 
handle all 
correspondence with 
the carriers on behalf 
of the agency in 
attempts to recover or 
correct billing 

the carriers as an indicator of how 
accurate the TEM provider is with 
respect to catching “true” errors.  
Standard:  99% of all claims identified 
(or submitted) to the carriers are upheld 
or agreed to by the carrier 

submitting the claims)   Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Agency employees 
have rapid access to 
the status and 
information about all 
claims filed with the 
carriers by the TEM 
provider  and the 
billing accuracy rates 
for individual wireless 
carriers 

Provide accurate and 
up-to-date 
information to 
agency managers 
regarding claims 
status 

Measure: Delivery Performance 
(Management Reports) -- Measures the 
percentage of management reports that 
are delivered on or before their contract 
due date.  Standard:  100% of all 
management report deliverables are 
delivered on or before their contract due 
date 

95% of all plans are delivered 
no later than one (1) working 
day after their contract due 
date; 0% of plans delivered 
later than one (1) week after 
contract due date 

COTR monitors actual 
report delivery dates 
against the contract 
delivery dates;  Measured 
for each monthly or 
quarterly report required 
by the contract or task 
order 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.3.2.5  Device Disposition / Disposal Services 

Wireless devices that 
are broken, obsolete, 
or no longer needed by 
an agency user are cost 
effectively collected 
and disposed of IAW 
federal guidelines and 
if possible, in a way 
that recovers the 
residual value for the 
benefit of the agency 

Collect, stage, 
redeploys, exchange 
or dispose of agency 
wireless devices IAW 
41 CFR Chapter 102 

Measure: Disposal/Disposition Pickup 
Time - Measures the elapsed time 
between when the TEM provider was 
officially notified that a device was 
ready for disposal or disposition and the 
time that device accountability was 
officially transferred and the device 
physically removed or received by the 
TEM provider.  Standard:  - 100% of all 
devices transferred and collected within 
1 week (5 working days) of notification 

- 90% of all devices 
transferred and collected 
within 1 week (5 working 
days) of notification 

- 99% of all devices 
transferred and collected 
within 3 weeks (15 days) of 
notification 

Reported monthly by the 
TEM provider 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

6.4  Wireless TEM Transition Services 

An agency is able to 
quickly and smoothly 
move Wireless TEM 
service responsibility 
and its wireless 

Prepare and deliver a 
transition plan 

 

Efficiently 

Measure:  Delivery Performance 
(Plans)-- Measures the percentage of 
deliverable plans that are delivered on 
or before their contract due date.  
Standard:  100% of all plan deliverables 

100% of all plans delivered 
within one (1) week of the 
contract due date; 0% of 
plans delivered later than one 
(1) week after contract due 

Contracting Officer, ADR 
and/or COTR monitors 
actual plan delivery 
against the contract 
delivery date; Measured 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
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inventory, contract, 
invoice, and usage data 
from one TEM 
provider  to another on 
schedule and with little 
to no notice by the 
agency’s wireless 
users. 

accomplish all of the 
transition activities 
by the cutover date 

 

Successfully deliver 
all agency 
information and 
records needed for 
another TEM 
supplier or the 
agency to assume 
TEM services 
responsibility 

are delivered on or before their contract 
due date. 

date for each plan required on 
the contract/task order 

deficiency  will equal 1% 
reduction of MSF 

6.5  Non-Networx Wireless Service & Device Resale Services 

Measure:  Ordering Portal / Website 
Availability - Measures the percentage 
of time that the TEM provider’s web-
based ordering portal and any 
management reporting website (if 
provided) is operating and available for 
use by the agency.  Standard:  99.9% 
system availability 

98.0% system availability Tracked and reported 
quarterly by the TEM 
provider. Reporting 
should be subject to 
Government audit or 
IV&V 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Measure:  Timeliness of Order 
Placement - Measures the time it takes a 
TEM provider to enter an agency 
request into their data system and 
submit a new order to the carrier for a 
wireless account move, change, or de-
activation.  Standard:  TEM provider 
accurately enters 100% of all new 
orders to the carrier within one (1) 
working day from when the request or 
action was submitted by the agency. 

99% of all orders or actions 
submitted to the carrier within 
two (2) days of submittal by 
the agency 

Quarterly Report 
generated by the TEM 
provider from data 
captured by the web-based 
ordering portal; In 
addition to a total 
(consolidated) percentage 
for all MACDs, separate 
percentages should be 
reported for adds (new 
service/device), moves, 
changes, and de-
activations.  

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Agencies have a single 
contract agreement and 
point of ordering for 
needed wireless 
telecommunication 
services and devices 
not available through 
the GSA Networx 
enterprise contracts 

 

Receive, validate, 
and place authorized 
orders with carriers 
not available on 
Networx 

Receive, validate, 
and place authorized 
orders with carriers 
not available on 
Networx. 

 

 

Measure:  Wireless Device and Rate 
Plan Policy Compliance - Measures the 
percentage (%) of orders for non-
compliant wireless devices or rate plans 

98% of orders for non-
compliant wireless devices or 
rate plans have an approved 
waiver on file at the time of 

TEM provider will 
provide a listing of all 
orders placed during the 
previous month that did 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
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that have an agency-approved waiver or 
deviation.  Standard: 100% of orders 
for non-compliant wireless devices or 
rate plans have an approved waiver on 
file at the time of order placement 

order placement not comply with agency 
ordering policies.  COTR 
or their representative will 
randomly sample and 
review 10-15% of the 
orders to validate that an 
approved waiver was 
submitted with the order. 

following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

Measure:  Timeliness of Order 
fulfillment - Measures the time it takes 
from receipt of an approved order or 
request for MACD or repair/warranty 
service until the activated device or 
service is delivered to the customer.  
Standard:  100% of activated 
equipment/service is delivered within 1 
week of order receipt 

90% of activated 
equipment/service is 
delivered within 1 week of 
order receipt & 100% of  
activated equipment/service is 
delivered within 2 weeks 

Quarterly Report 
generated by the TEM 
provider from data 
captured by the web-based 
ordering portal; 
Timeliness should be 
reported for new orders as 
well as for all MACDs 
and repair/warranty 
requests.  Separate 
percentages should be 
reported for each. 

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 

 Receive ordered 
equipment and 
service line 
information from the 
carriers, activate 
equipment and 
distribute hardware to 
the customer within 
established delivery 
standard 

Measure:  Order Fulfillment Accuracy - 
Measures the accuracy that delivered 
supplies and wireless services are: (1) 
the items as ordered in the correct 
quantities, (2) shipped to the correct 
delivery point, and (3) delivered and 
serviced to perform in the functional 
manner and working condition for 
which the item or service was designed.  
Standard:  100% of all delivered 
wireless devices and services accurately 
match the order received from agency     

98% of all delivered wireless 
devices and services 
accurately match the order 
received from the agency 

TEM will report monthly 
the number of customer 
complaints or returns 
related to the accuracy of 
order fulfillment     

Incentives: Full MSF for 
meeting the requirements.   
Disincentives:  Credit up to 
5% of MSF, based upon the 
following schedule: 
Every 10% of performance 
deficiency  will equal 1% 
reduction of MSF 



FSSI – Wireless TEM Service 
7TF-06-0018 Vol. I: Technical  iSYS, LLC 

iSYS PROPRIETARY 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this proposal or quotation. 

1/31/2006 
I-13-39 

12. Capacity  1 

12.1 iSYS, LLC and Tangoe Inc. Combined Team 2 

12.1.1 The iSYS team currently provides TEM services for over 200 customers and over 3 
520,000 wireless devices.  This includes all customers both government and commercial and 4 
represents the total number for iSYS as well as our teammate Tangoe Inc.  Our team’s single 5 
largest commercial account is our contract with Pepsi Corporation which accounts for over 6 
40,000 wireless units under management.  Our single largest government account is the 7 
Transportation Security Administration with nearly 8,000 units under management. 8 

12.2 Surplus Capacity 9 

12.2.1 The iSYS team as a general rule maintains a 15% surplus capacity in both human and 10 
infrastructure capabilities.  The surplus capacity is maintained to accommodate surge 11 
requirements during emergency situations, implementations, transitions, and other events that 12 
may occur during the performance of our projects.  The iSYS team’s infrastructure is built on a 13 
modular design to ensure that we maintain capacity flexibility to quickly increase or reduce 14 
capacity as necessary.  This flexibility is maintained through out our infrastructures starting from 15 
our modular office spaces, modular server equipment, modular phone systems, and modular 16 
system application. 17 

12.3 Proven Track Record 18 

12.3.1 The iSYS team has a proven track record in providing effective and timely TEM services 19 
and has shown time and again our ability to size up to meet the requirements of our customer.  In 20 
2004, iSYS was not a major player in the TEM arena.  Since then, iSYS has become a significant 21 
player in the TEM business with over 20,000 wireless devices under management.  iSYS 22 
continues to be successful in receiving and processing electronic and paper invoices and met all 23 
the SLA requirements of our customers.  Additionally our teaming relationship with Tangoe Inc. 24 
provides the additional capacity to meet the requirements for the largest agencies. 25 

13. Management Approach 26 

iSYS, LLC employs a carrier independent, cradle-to-grave lifecycle management solution for all 27 
of our customers and will do the same to meet the FSSI wireless TEM Services needs.  The 28 
management of the contract to be awarded under the RFP will be through the application of 29 
processes and procedures in accordance with the SEI CMMI level 2 and 3 Key Practice Areas 30 
(KPAs) that are applicable to this project. iSYS will ensure that the following KPAs are 31 
addressed during the performance on this contract: 32 

• Level 2 KPA 33 
o Project planning 34 
o Project tracking 35 
o Quality assurance (QA) 36 

• Level 3 KPA 37 
o Training program 38 
o Peer review 39 

 40 
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13.1 Corporate Management 1 

13.1.1 iSYS is structured as a “program centric” management organization.  As such, the iSYS 2 
Program level manager for this program will be the Senior Vice President for 3 
Telecommunications Expense Management Services, Mr Douglas Meyer.  Mr Meyer will be 4 
responsible for management of all resources needed for contract and task order performance.  5 
Mr. Meyer is an accomplished manager with over 20 years of direct Government contract and 6 
program management experience.  His education and certifications include: an MBA from the 7 
Florida Institute of Technology, a CIO Certificate from the National Defense University and he 8 
is a Certified Information Security Manager (CISM).  Mr Meyer reports directly to the President 9 
of iSYS who takes an active role to ensure contract performance and thus provides an 10 
overarching program management structure.   11 

13.1.2 Project Managers will be utilized to manage task order resources and activities.  The PM 12 
reports directly to the Senior Vice President for TEM Services within iSYS to ensure that 13 
executive management is aware of program and task order project progress.  In this way, iSYS 14 
can anticipate problems and initiate any corrective action as quickly as possible.  The program 15 
organization structure is given below. 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 

 28 

 29 

 30 

 31 

 32 

 33 

 34 

 35 
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President 
J. Kang 
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Dir. 
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 1 

13.1.3 Ms. Russell,  Ms. Brennan, Ms. Moss, and Mr. Onze are proposed as Project Managers.  2 
They have a combined experience of over 30 years in providing TEM services.  Mr. Dyzak has 6 3 
years of experience in developing TEM services applications and providing TEM operations 4 
support. 5 

14. Sample Tasks 6 

14.1 Sample Task 1 7 
iSYS will take a full lifecycle approach to providing TEM Support to address the requirements 8 
of this Sample Task.  The following sections describe in detail the steps that iSYS will take to 9 
meet the objectives of this Sample Task. 10 

14.1.1 Project Kick-Off Meeting 11 

Shortly after Task Order (TO) award, iSYS will coordinate a TO Kick-Off meeting.  The 12 
meeting will be held to accomplish the following: 13 

A. Introduction – Meeting of government points of contact and iSYS project staff. 14 
B. Define Roles and Responsibilities – Define and communicate each team members roles 15 

and responsibilities for effective communication during the performance on the TO. 16 
C. Provide iSYS project staff contact information to government POCs. 17 
D. Receive contact information for government POCs. 18 
E. Receive Government Furnished Information (GFI) to include: 19 

a. Carrier invoices for the most recent 3 months. 20 
b. Available inventory information 21 
c. Agency specific information such as hierarchy codes, cost center codes, asset 22 

tags, user information, etc. 23 
d. Agency policy or business process information to be implemented 24 

F. Request/Receive Letter of Agency (LOA).  The LOAs will allow iSYS to gain access to 25 
the Regulatory Agency’s account information from the carriers. 26 

G. Update and review the project schedule provided later in this proposal. 27 

14.1.2 Project Implementation 28 

The first 30 days of the project is critical to a successful implementation of the Intelligent 29 
Telecommunications Management System (ITMS).  This is the step in our lifecycle approach 30 
where building and the reconciliation of our ITMS database is accomplished.  Our ITMS 31 
database is built using 3 months of billing data for all accounts associated for this Regulatory 32 
Agency.  To facilitate this process, iSYS will need the LOA described to gain access to the 33 
carriers’ invoices as quickly as possible.  Once access is gained, iSYS will search the carriers’ 34 
invoice system using key word searches or by Federal Tax ID and glean all the account 35 
information directly from these systems.  iSYS has gained invaluable experience in the use of 36 
carrier invoice system (Cingular’s SMART CD, Verizon’s iBAS system, and Sprint’s eBA 37 
system) during our performance on TEM contracts for other Federal Agencies.  Although 38 
electronic invoices are preferred for our analysis, iSYS also has the capability to accept and 39 
process paper invoices.  The account information will be used by our auditing team to verify and 40 
validate the inventory information being maintained by the Regulatory Agency.   Our auditing 41 
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team will also inventory all the account numbers per carrier as well as the cell phone numbers 1 
associated with each account.  Any subscriber information that is provided on the billing detail 2 
will also be pulled into our initial ITMS database.  iSYS will request any missing data from the 3 
appropriate carrier. 4 

Once the initial ITMS database is loaded, the iSYS Audit Team will take the information 5 
provided by the Regulatory Agency’s POC’s and compare that data to the carrier invoices.  This 6 
in turn will create three reconciliation reports: 1) Matching – lines that match are considered 7 
validated, 2) On Invoice, but not in the database – these are lines that we need to ask the POC’s 8 
to validate, 3) In database but not on the invoice – are lines that we need to request additional 9 
detail from the carriers (the assumption is that we are missing invoices).  These three reports will 10 
be provided on-line through the iSYS Intelligent Telecommunication Management System 11 
(ITMS) on a monthly basis. 12 

Concurrent with the building of the ITMS database and the validation of the inventory, iSYS will 13 
meet with the Regulatory Agency’s point of contact to document the desired procurement policy.  14 
In order for controls to be put into place so that “This highly decentralized ordering process and 15 
lack of ordering standards has resulted in a vast number of service providers, service agreements, 16 
device types, accounts, and rate plans across the agency” doesn’t continue to occur, the iSYS PM 17 
and our Subject Matter Expert (SME) will work with the Regulatory Agency’s COTR to draft a 18 
procurement policy.  In order to prepare the draft policy, iSYS in conjunction with the agency 19 
will determine which wireless carrier is best suited for each of the agency’s locations throughout 20 
the U.S.  This should be decided first by which carrier has coverage, then which carrier provides 21 
the service features (i.e. Blackberry services) that the agency requires, and then which carrier has 22 
the best pricing.  Once a primary carrier is decided upon for each agency location, other carriers 23 
should only be utilized after a business case has been submitted and approved on a case by case 24 
basis.  After the primary carriers are selected for each location, device types and specific 25 
handsets and services should be defined for use for various job roles.  Exceptions again should 26 
be made on a case by case basis.   27 

Once a policy regarding which carrier should be used as well as the handsets, rate plans, and 28 
features, then iSYS will assist the Regulatory Agency to establish new accounts with each the 29 
three primary carriers.  This can be done even before a new carrier contract is put into place.   All 30 
new orders would then be placed onto these accounts and all of the other various existing 31 
accounts will methodically be consolidated into these new accounts.  Consolidating the accounts 32 
within each carrier can also make transition to Networx pricing a much smoother and easier 33 
process to implement over the next 18 months and should cut that timeline down to a 2 or 3  34 
month process for each carrier rather than the estimated 6 months. 35 

14.1.3 On-going Management 36 

14.1.3.1 Wireless Service Contract/Agreement Administration Services 37 

After the Agency negotiates new contracts with the 3 primary carriers, iSYS will keep the 38 
contract terms & conditions on file and enter the pricing into the ITMS audit program.  Prior to 39 
the renegotiation of the contracts, iSYS will ensure that the Agency is receiving any pre-40 
negotiated pricing from the various carriers or at the least receiving GSA schedule pricing.  As 41 
stated above, any carrier terms and conditions will be kept on file and specific terms such as 42 
contract end dates, thresholds, and other alternative discounts which may be available will be 43 
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entered into the ITMS audit system.  iSYS has built date notifications into the ITMS so that iSYS 1 
and the Agency will be notified of impending dates that may be of importance.  This notification 2 
time is typically set at 30 days prior to any “set” dates, but can be adjusted to allow for more 3 
time if the Agency so desires.  The iSYS ITMS audit program which will have the carrier’s terms 4 
and conditions loaded will track unit levels and spending levels and can compare those to the any 5 
carrier obligations that the Agency may have.  The ITMS audit program is capable of forecasting 6 
spending based upon previous spending trends.  This forecasting capability will allow iSYS to 7 
address any potential Agency contractual shortfalls very quickly.  The iSYS Program Manager, 8 
Project Manager, and/or Subject Matter Experts will meet with the Agency on a monthly basis to 9 
review the program as a whole including reviewing the carrier contracts.  This review of the 10 
contracts will focus on any current issues that are outstanding with the carriers as well as 11 
strategizing how to better achieve additional savings from the carriers.  The wireless industry 12 
offerings change at a rapid pace.  iSYS will regularly advise the Agency on any impending 13 
changes as well as recent releases of technology and how they can impact the wireless 14 
communication infrastructure of the agency.   15 

14.1.3.2 Inventory Management and Device Disposition/Disposal Services 16 
Since no single database or tracking system is implemented by this Regulatory Agency, iSYS 17 
can maintain an inventory of cell phone numbers based upon the monthly invoices and other 18 
reports received by the carriers.  iSYS will generate monthly reconciliation reports that identify 19 
all lines that match between the initial database and the monthly invoices.  iSYS will also 20 
identify lines that are new on the invoice, but have not been added to the database.  These lines 21 
will need to be validated by the Regulatory Agency as phones that were authorized to be ordered.  22 
If they are not valid lines, then iSYS will submit a billing dispute with the appropriate carrier.  23 
iSYS will also report on lines in the database that do not appear on the monthly invoice.  The 24 
Agency will need to confirm that these lines were authorized to be cancelled during the last bill 25 
period.   26 

iSYS will request a flat file feed from the carriers that details what ESN/IMEI’s are attached to 27 
the lines of service to maintain a device inventory.  iSYS will compare the monthly ESN/IMEI 28 
reports to the device database to determine which ESN/IMEI have been taken out of service and 29 
which ESN/IMEI are new.  iSYS will then push out a request to each Agency location/cell phone 30 
coordinator requesting information regarding location of the devices that have been taken out of 31 
service and their “usability”.  If a device is capable of being reused, then iSYS will instruct the 32 
cell phone coordinator how to wipe the data and phone book from the device.  If the device is 33 
determined to be not usable, then the devices will need to be shipped to iSYS where they will be 34 
re-evaluated for their usability.  After all data is wiped from the phone, it may either be recycled 35 
or disposed of.  The Agency’s yearly surge of devices needing disposition does not represent a 36 
significant increase and therefore can be processed without additional resources.  If a significant 37 
increase is experienced, the iSYS organization is modularized so that additional personnel can 38 
easily and quickly be brought in to assist in the disposition/disposal of the equipment. 39 

14.1.3.3 Invoice Management, Auditing and Bill Payment 40 
iSYS will review carrier invoices on a monthly basis.  Our audit team will verify that rate plans, 41 
feature plans (Data, text, international, etc.) are being billed at the proper contract rates & terms.  42 
Any discrepancies will be provided in a monthly dispute report that identifies the carrier, cell 43 
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number, month, and the details of the discrepancy.  This report will be delivered to the COTR 1 
and the carrier for resolution.  If a single cell number has more than one discrepancy, then that 2 
will count as one (1) dispute instance for that month for that line of service.  The monthly audit 3 
report will show validated charges and disputed charges.  iSYS will recommend that the Agency 4 
pay the validated charges as the disputes are being resolved.  After the Agency has had time to 5 
review the audit report, the Agency will then need to deposit the recommended payments for 6 
each of the various carrier accounts into an iSYS account.  Payment will be turned around for 7 
each specific account within 48 business hours of being deposited. 8 

14.1.3.4 Rate Plan Optimization Services 9 
Optimizations of rate plans will be completed on a quarterly basis. Since most of the cell phones 10 
are not on one account, but rather multiple accounts, several approaches will need to be taken to 11 
optimize the rate plans.  First for all of the accounts with only a single cell phone, iSYS will 12 
review three months of past usage detail and make a recommendation for that single rate plan.  13 
Second, for the accounts that have multiple phones, iSYS will again review the three most recent 14 
months of data and make a recommendation to place the users on pooled minute plans.  ITMS 15 
has been successfully implemented with an optimization tool that automatically generates 16 
optimization recommendations.  After the initial optimization is completed and submitted to the 17 
carriers, the iSYS Project Manager will be working with the carriers to consolidate all of the 18 
accounts into a single account so that the Agency may better take advantage of volume discounts 19 
and pooled minute plans from the carriers. 20 

14.1.3.5 Management Reporting Services 21 
Once a database has been built and ordering processes finalized, iSYS will receive the monthly 22 
invoices from the carriers and load the line item detail into our ITMS.  The carrier invoices will 23 
be compared to the Agency’s service inventory and the reconciliation reports will be generated 24 
and posted on-line for review.  The reports will also be delivered via email to the COTR or 25 
government designee on a specified recurring date every month.   During the implementation of 26 
the task order, iSYS will identify authorized Agency personnel who will be given access rights to 27 
the ITMS to view reports and the database.  iSYS will generate standard dynamic monthly cost 28 
and usage reports that include: 29 

• Top Total Cost by Cell Number 30 
• Top Minutes Used by Cell Number 31 
• Top Data Usage (kb) 32 
• Zero Usage (Minutes, kb, text, 411, etc) 33 

Reports are available to be generated in a variety of manners: 34 

• By Carrier or all carriers aggregated 35 
• By Device Type (Cell, PDA, Air Card, etc) or all device types 36 
• By Cost Center (Business Unit, Department, Office, etc.) or as the Agency as a whole 37 

Standard Reports will be presented pre-formatted, but additional fields of information can easily 38 
be brought into the standard format.  For example, if the COTR wished to view the Top Total 39 
Cost Report, the COTR would see the user’s name, cost center information, cell number, rate 40 
plan cost, feature costs, usage costs, other costs, and the total cost of the lines.  If the COTR also 41 
wanted to view the minutes used, then he would simply select “MOU” (Minutes of Use) from a 42 
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column of available field on the left hand side of the on-line report and re-generate the report.  1 
Now the Top Total Cost Report will include all of the cost information as well as the MOU.  2 
iSYS will also provide customized report as requested in writing by the COTR. 3 

14.1.4 Project Management Plan 4 
The following table is the project plan which identifies tasks and schedule for the 5 
implementation and on-going management of our TEM services.  iSYS will provide the project 6 
management support as required in the RFP and as prescribed in Section 6.1 of this Technical 7 
Proposal.   8 

 9 

Sample Task #1 Task Activity From Task Order Award 
Implementation 60 days  
   - LOA issued by Agency Day 7 
   - Build initial database from carrier invoices Day 1 - 30 
   - Initial validation of database Day 1 - 30 (ongoing as necessary) 
   - Recommend Wireless Policy Day 7 - 21 
   - Configure ITMS reporting portal Day 14 - 28 
   - Perform Quick Hit Optimization Day 30 
   - Implement Quick Hit Optimization Approved Changes Day 45 
   - Perform 1st Audit on Carrier Invoices Day 40 - 50 
   - Establish Procedure for Device Disposition & Disposal Day 30 - 45 
   - Establish and test Bill Payment Procedures Day 35 - 55 
Contract Cutover Date – Begin On-Going Management  Day 60 
Contract Optimization #1 10 months 
   - Identify various accounts and cell numbers on Carrier #1 Day 1 - 30 
   - Begin Consolidating the various accounts onto 1 
Account to include electronic billing (CD or on-line) Day 31 - 90 

   - Make Contract Recommendations Day 90 - 120 
   - Negotiate Terms & Conditions based upon unit counts 
and agency requirements Day 120 - 180 

   - Implement new contract Pricing Day 181 - 240 
   - Validate that new contract has been implemented Days 241 - 300 
Contract Optimization #2 14 months 
   - Identify various accounts and cell numbers on Carrier #2 Day 1-30 
   - Begin Consolidating the various accounts onto 1 
Account to include electronic billing (CD or on-line) Day 31 - 90 

   - Make Contract Recommendations Day 241 - 270 
   - Negotiate Terms & Conditions based upon unit counts 
and agency requirements Day 271 - 330 

   - Implement new contract Pricing Day 331 - 390 
   - Validate that new contract has been implemented Day 391 - 450 
Contract Optimization #3 18 months 
   - Identify various accounts and cell numbers on Carrier #3 Day 1-30 
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   - Begin Consolidating the various accounts onto 1 
Account to include electronic billing (CD or on-line) Day 31 - 90 

   - Make Contract Recommendations Day 331 - 360 
   - Negotiate Terms & Conditions based upon unit counts 
and agency requirements Day 361 - 420 

   - Implement new contract Pricing Day 421 - 480 
   - Validate that new contract has been implemented Day 481 - 540 

14.2 Sample Task 2 1 

14.2.1 Project Kick-Off Meeting 2 
Shortly after TO award, iSYS will coordinate a TO Kick-Off meeting.  The meeting will be held 3 
to accomplish the preliminary tasks and set project controls for the duration of the project.  For a 4 
detail description of the TO Kick-Off meeting please refer to Section 14.1.1 of the Sample Task 5 
#1 response located earlier in this document. 6 

14.2.2 Project Implementation 7 

iSYS Wireless TEM implementations are typically completed within 60 days or shorter.  The 8 
length of this implementation is dependant upon the wireless account information received from 9 
our customer.  iSYS can assist in the collection of this information by leveraging our current 10 
working relationship with the carriers, both large and small.  Utilizing the Project Management 11 
Plan as outlined in Section 14.2.4, iSYS will quickly and methodically determine with this 12 
Department its specific requirements and processes for wireless ordering and procurement.  13 

14.2.2.1 Intelligent Telecommunications Management System (ITMS) Setup 14 
During the initial stages of the TO implementation, iSYS will configure the ITMS to 15 
accommodate the Agency’s business process and policy requirements.  Additionally, the ITMS 16 
will be initially loaded with the available account data to begin the account and inventory audit 17 
process.  iSYS will configure the ITMS to allow individual users to access the system to request 18 
cellular services and/or equipment.  iSYS will configure our ITMS to require the users accessing 19 
the ordering portal to first view, acknowledge, and accept the Department’s Cellular Policy or 20 
they will not be allowed to access the system. 21 

14.2.2.2 Order Management Configuration 22 

The following is a description of how iSYS would implement the Ordering process in our ITMS 23 
if awarded the TO: 24 

• The individual user will be required to enter certain login information, such as their 25 
name, supervisor and cost center so that a user profile can be created within the system 26 
and the order request can be properly routed for approval to the correct Designated 27 
Agency Telecommunications Representative (DATR).    28 

• The DATR will receive an email notification that there is a pending order request.   29 
• The DATR will only be allowed to access the system through a secure log-in with 30 

UserID and Password (of which can be set to be of various strengths and longevity).   31 
• The DATR will be able to view all pending orders waiting for his/her approval.  The 32 

DATR can either “Approve”, “Deny”, or “Modify” a request.   33 
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• If the DATR were to deny a request, an email notification would be sent back to the 1 
individual who placed the request (a reason for the denial can be included if the 2 
Department DATR wishes to include one).   3 

• If the DATR decides that the individual requestor is allowed to have wireless service, but 4 
not necessarily what the individual requested, the DATR will have the option to modify 5 
the request and change certain items such as the carrier, rate plan, features, phone model, 6 
or even accessories.  Once an order is approved by the DATR, the order request will be 7 
processed by the iSYS ITMS to the appropriate carrier. 8 

The ITMS ordering portal can also be used to process requests for replacement devices, porting 9 
cell numbers from one carrier to another, market transfers, suspensions & reactivations, and also 10 
service cancellations.  Individual MACD requests can be made or bulk requests (for new service, 11 
equipment, suspensions/reactivations, cancellations) can be submitted in order to handle this 12 
Department’s seasonal surges. 13 

14.2.2.3 Data Collection, Analysis and Load into ITMS 14 

iSYS understands the Department’s difficulty in obtaining complete information concerning 15 
wireless services that have been previously procured through various methods.  iSYS personnel 16 
have the experience dealing with similar scenarios with large organizations such as DHS, TSA, 17 
PepsiCo, General Motors, Ford Motor Company, Daimler Chrysler, The Limited Brands, and 18 
Dow Corning to name a few.  Performing a phased implementation is the best approach for this 19 
scenario.  That way we can achieve some savings immediately and build the framework of the 20 
database and process flows while data is being gathered for the remainder of the Department’s 21 
14,000 lines. 22 

iSYS will go through a similar process as described in Sample Task #1 to build and validate the 23 
Department’s service and asset database.  Information will be requested from the various 24 
Department offices, DATRs, and Telecommunications Account Control Officer (TACOs); and 25 
then compared to the billing information provided by the wireless carriers.  iSYS expects that 26 
complete user profile information will take several months to gather and validate, but iSYS can 27 
move forward with the Core TEM services with as little information as a list of wireless numbers 28 
and Letters of Authority to work on the Department’s behalf with the carriers. 29 

A General Ledger bill feed can be established with the Department’s accounting system using a 30 
variety of methods including but not limited to E-mail (Not Recommended), Secure File Transfer 31 
Protocol (SFTP), Web Service, or Secure Log-in to secure web site for download.  Carrier 32 
invoices will be audited on a monthly basis and payment information will then be transmitted to 33 
the Department’s general ledger system. 34 

14.2.2.4 Reports Configuration 35 

iSYS’s ITMS also allows for on-line viewing of management reports.  During the 36 
implementation, iSYS will work with the Department to identify who within the department will 37 
need access to the management reports.  The view of management reports can configured so that 38 
certain supervisors can view everything and other supervisors can only view the wireless devices 39 
under their direct supervision.  This view can also be multi-tiered so that various levels of 40 
supervisors/managers are included.  Editing permissions for individual managers can be 41 
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completed by the Department DATRs or TACOs if the Department wishes to do so.  The ITMS 1 
can handle in its current form multiple system users and can be expanded a necessary. 2 

14.2.3 On-Going Management 3 
Please refer to Section 14.1.3, On-Going Management for the Sample Task #1 response for a 4 
detail description of tasks to be performed and services to be provided during the operational 5 
period of this TO. 6 

14.2.4 Project Management Plan 7 

The following table shows a project plan which identifies tasks and schedule for the 8 
implementation and on-going management of our TEM services.  iSYS will provide the project 9 
management support as required in the RFP and as prescribed in Section 6.1 of this Technical 10 
Proposal. 11 

Sample Task #2 Task Activity From Task Order Award 
Implementation 60 days  
   - LOA issued by Agency Day 7 
   - Build initial database from carrier invoices Day 1 - 30 
   - Initial validation of database Day 1 - 30 (ongoing as necessary) 
   - Recommend Wireless Policy Day 7 - 21 
   - Configure ITMS ordering portal Day 14 - 28 
   - Perform Quick Hit Optimization Day 30 
   - Implement Quick Hit Optimization Approved Changes Day 45 
   - Configure ITMS Reporting Portal  Day 45 - 60 
   - Establish and test general ledger feed Day 45 - 90 
   - Begin consolidating the various carrier accounts onto 1 
account and request electronic billing 

Day 31 - 90 (ongoing as other 
accounts are identified) 

   - Perform 1st Audit on Carrier Invoices Day 40 - 50 
   - Establish and test Bill Payment Procedures Day 35 - 55 
Contract Cutover Date for first 60 % of devices Day 90 
Contract Cutover Date for next 20% of Devices  Day 120 
Contract Cutover Date for next 15% of devices Day 150 
Contract Cutover Date for last 5% of devices Day 180 

 12 

15. Data Requirements for Successful Optimization and Transition 13 

15.1 Required Information 14 
In order to successfully optimize and transition current mobile lines, iSYS requires the below 15 
information.   16 

• List of all carriers and accounts currently under use. 17 
• Letters of Assignment (LOA) for all accounts and carriers to be transitioned under the 18 

task order. 19 
• For optimization services 3 months of their most recent invoices (preferably in an 20 

electronic or on-line format). 21 
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o Paper Invoices are acceptable, however are not optimum (iSYS will work with the 1 
carrier to try and transition paper invoices to an electronic format). 2 

• A hierarchical organizational structure to be used for cost center allocations and reporting 3 
(if desired). 4 

• Points of Contact for wireless telecommunication management within the region. 5 
• User Profile information such as user name, organization, mobile number, and ESN/IMEI 6 

for each device transitioned. 7 

The above information is required in order to provide the full service and reporting offering as 8 
outlined within this proposal.  iSYS will work with the Government POC to build a service and 9 
asset database that is as complete as possible and will provide the tools to update missing 10 
information as it is discovered. 11 

15.2 Generic Implementation tasks 12 
Below is a sample showing the generic implementation tasks. 13 

 14 

Goal/Task 
Number Task Start Dependencies 

Clarify Requirements Task 
Award   

1 Kickoff Meeting to Review task awarded  + 5 days N/A 

1a Submit proposed Project Management Plan 
with Transition/Implementation Plan  + 10 days N/A 

1b Identify and Review Risks & Assumptions  + 5 days N/A 

1c Identify key personnel for 
transition/implementation  + 5 days N/A 

1d Identify Carriers to be transitioned, account 
numbers, Points of Contact for the carrier  + 5 days N/A 

1e Request a copy of any carrier contracts or 
Terms & Conditions  + 5 days N/A 

1f Present a draft of an LOA to agency for 
review and authorized signature  + 5 days N/A 

1g Define general order flow (i.e. end user entry, 
admin entry, approvals required)  + 5 days N/A 

1h Present standard database fields and identify 
any additional field requirements  + 5 days N/A 

1i Define general reporting requirements  + 5 days N/A 

1j 
Request agency organizational reporting 
structure (how will agency want to assign 
CIO's and sub-departments) 

 + 5 days N/A 

1k Set on-going weekly recurring meeting time 
& day - define who will be required to attend  + 5 days N/A 

Communication     

2 Obtain Letters of Agency for each Wireless 
Carrier for all accounts within the scope of + 7 days 1 
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Goal/Task 
Number Task Start Dependencies 

the contract 

2a 
Notify Carriers via the LOA that the iSYS 
Team will be managing the accounts specified 
for agency. 

+ 7 days 2 

2b Request at least 3 months of past invoices 
from each carrier + 7 days 2a 

3 Notify agency POC's of their respective iSYS 
POC's and contact info + 8 days 1 

3a Identify specific account responsibilities per 
agency POC + 8 days 3 

3b 

Request from agency POC's any lists of cell 
numbers that they are responsible for (may 
also request at least 3 months of past invoices 
if available) + 8 days 3a 

4 Review current order flows and approvals 
with each agency POC + 10 days 3a 

Invoices     

5 Verify with each carrier that they have 
accepted the LOA + 10 days 2a 

6 Verify the new address that duplicates of the 
invoices will be sent to (iSYS address) + 10 days 5 

7 

Send the carriers explicit instructions that all 
lines are to remain active with all existing 
features during any account consolidation.  If 
there are concerns with potential loss of 
service, then the consolidation of that 
particular account is to be immediately 
suspended and the iSYS Team notified. (if 
necessary) 

+ 14 days N/A 

Quick Hit Optimization     

8 Load 3 months of billing detail into ITMS for 
optimization + 10 days 2b 

9 

Present optimization recommendations (Note:  
Quick Hit Opt will take into consideration 
ALL lines on the invoices whether they have 
been validated or not.  Another optimization 
will be completed once the lines within the 
database have been validated by agency.  The 
intent of the Quick Hit Opt is to find and 
achieve savings as soon as possible.) 

+ 10 days 8 

10 Submit approved changes to the carriers for 
execution + 14 days 9 

Building of the Database     
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Goal/Task 
Number Task Start Dependencies 

11 Load identified agency wireless numbers into 
the database + 16 days 3b 

12 Work with agency POC's to provide end user 
profiles  + 18 days 11 

13 load end user profiles into the database with 
cost centers + 25 days 12 

Reconcile the Database     
14 Compare the database to the carrier invoices. + 16 days 11 
15 Identify Matching lines of db to invoice + 16 days 14 
16 Identify Lines on invoice not in db + 16 days 14 
17 Work with agency POC's to identify users + 17 days 16 
18 Identify Lines in db not on invoices +16 days 14 

19 Work with Carriers to locate any missing 
invoices and/or correct billing address + 17 days 18 

Implement Intelligent Telecommunication Management 
System     

20 Define & Activate Authorized Carriers  + 30 days 4 

21 Define & Activate Device Types (Cell phone, 
PDA/Blackberry, Pager, Calling Card, etc.) + 30 days 4 

22 Define & Activate Authorized Device Models 
per carrier + 30 days 4 

23 
Define & Activate Authorized Accessories 
(carrier, OEM, aftermarket, from which 
vendor, etc.) 

+ 30 days 4 

24 Define & Activate Authorized Rate Plans + 30 days 4 
25 Define & Activate Authorized Feature Plans + 30 days 4 
26 Load Authorized System Users + 30 days 4 
27 Define & Activate System User Roles + 30 days 4 

28 Load agency Cost Center structure (CIO's and 
sub-departments) + 30 days 4 

29 Define & Load Cost Center Managers + 30 days 4 

30 Define & Load Cost Center Carrier Account 
Numbers + 30 days 4 

31 Define & Load Approval Chains (if required) + 30 days 4 
32 Define & Load Pre-set Shipping Addresses  + 30 days 4 
33 Edit Portal Settings + 30 days 4 
33a Upload agency Logo Image + 30 days 4 
33b Choose Color Scheme + 30 days 4 

33c Set Password Protection level and life length 
of passwords + 30 days 4 

33d Load Log-in Page Message (if needed) + 30 days 4 
33e Activate Personal Call Marking (if needed) + 30 days 4 
33f Load agency Policy (if required) + 30 days 4 
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Goal/Task 
Number Task Start Dependencies 

Call Center Support     

34 Define Call Center Role (end user tech 
support, order support, etc.) + 35 days 4 

35 Train Call center personnel on agency 
policies & procedures + 37 days 34 

36 Develop scripts for various tasks and 
procedures + 40 days 34 

37 Define agency POC's for call center support 
(i.e. agency IT Dept for BB set up) + 35 days 34 

38 Distribute toll free number to agency 
personnel + 45 days 37 

Define/Implement Shipping Procedures     

39 Determine where phones will be 
shipped/staged (direct to agency POC?) + 35 days 4 

40 Determine if phones will require asset tagging 
& who will be responsible for tagging + 37 days 39 

41 Obtain agency bar code tags to be attached to 
new equipment (if necessary) + 40 days 40 

42 Define procedures for OCONUS Carriers & 
equipment tagging + 35 days 40 

Define/Implement Reporting requirements     

43 
Demonstrate the standard reports (Top Usage, 
Top Cost, Zero Usage, & graphical reports) 
utilizing agency provided data 

+ 45 days 19 

44 Demonstrate the customizable reports 
utilizing agency provided data + 45 days 19 

45 
Review agency reporting requirements to 
determine what reporting capabilities are 
missing 

+45 days 44 

46 Develop reporting templates that were 
previously missing +47 days 45 

47 Assign System User Access Rights to 
authorized agency personnel + 47 days N/A 

48 
Develop process and timelines for reconciling 
any discrepancies provided in the on-line 
reconciliation reports 

+ 47 days 45 

49 Establish Contact list and process for 
resolving questions regarding on-line reports + 47 days 45 

Training     

50 

Schedule on-site meeting with agency Project 
Manager to train on how to use the system to 
include Ordering, Track, Report & 
Configuring the system 

+ 52 days 49 
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Goal/Task 
Number Task Start Dependencies 

51 Schedule on-site meeting with agency POC's 
to train how to use the system  + 53 days 50 

52 
Schedule Web-ex demo for any agency POC 
that could not attend the on-site training 
session 

+ 55 days 51 

Service Level Agreements     

53 
Define Call Center SLA's for each call center 
task (i.e. resolving end user issues, placing 
order requests, etc.) 

+ 35 days 4 

54 
Define Shipping SLA's (mostly dependent 
upon the carriers, but may require some if 
asset tagging is involved) 

+ 35 days 4 

55 Define Reporting SLA's (i.e. report due dates, 
accuracy, etc.) + 35 days 4 

System Go Live Date + 55 days   
Conduct Transition Review     

56 Survey agency POC's & PM concerning the 
ITMS system + 60 days System Go Live 

Date 

56a Ordering Procedures + 60 days System Go Live 
Date 

56b Updating the database + 60 days System Go Live 
Date 

56c Viewing and Creating Reports + 60 days System Go Live 
Date 

57 Review the Monthly & Quarterly Usage & 
Cost Reports + 60 days System Go Live 

Date 

58 Review the most recent optimization (after 
the lines have been validated) + 60 days System Go Live 

Date 

59 Review the SLA reports + 60 days System Go Live 
Date 

60 Discuss opportunities for improvement + 60 days System Go Live 
Date 

61 Discuss other expense management 
opportunities and potential timelines + 60 days System Go Live 

Date 
 1 


